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ABSTRACT
Perceptional inconsistencies have the potential for creating barriers to 
motivational development because management may not be responsive to employee 
needs. An absence of a convergence in perceptions may increase employee turnover, 
thus creating a liability to the company. In order to increase the employee retention 
rate, greater insight was needed for understanding work motivational factors. The 
purpose of this research has been to evaluate the perceptions of management and 
employees on work motivation factors relative to their importance. Methodology and 
data analysis are included. Lastly, conclusions of the research findings and 
suggestions for further studies are discussed.
Ill
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CHAPTER 1
INTRODUCTION
Work motivation is a construct that generally refers to 
motivation to do one's current job (London, 1983). Studies 
(Heresy and Blanchard 1977, Kovach 1980, Goll 1989 and 
Silverthorne 1992) on the importance of work motivation 
factors indicate that perceptions of these may differ 
between employees and management. The issue is that 
perceptional inconsistencies have the potential for creating 
barriers to motivational development because management may 
not be responsive to employee needs (Goll, 1994). The 
implication of the studies is that an absence of a 
convergence in perceptions may increase employee turnover, 
thus creating a financial liability to the coiupany (Bonn, 
1992) .
This study explored and identified twenty work 
motivational factors for front line servers in Food and 
Beverage (F&B) Departments in International Tourist Hotels 
(ITHS) in Taiwan. Ten of the twenty factors were identical 
to the previous studies mentioned. The ten additional 
factors were drawn from the motivation theories of Maslow
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
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(1958), Herzberg (1968) and Alderfer (1972). This study 
proposed that the high employee turnover rate in Taiwan 
might result from perceptional inconsistencies in the 
importance of work motivation factor between management and 
employees.
STATEMENT OF THE PROBLEM
A Tourism Bureau research of hotel operation analysis 
in Taiwan's International Tourist Hotels (ITHS) (Yeh, 1994), 
revealed that the employee turnover rate in the Food and 
Beverage Departments of Taiwan's international tourist 
hotels was high. An Employee Training Demand Survey, 
published by the Tourism Bureau 1991, revealed that the 
employment turnover rate in Food and Beverage Departments 
was over 70% for employees with less than five years 
longevity (p. 1). Increasing employee retention remains a 
major concern of management. The source of this concern 
may be a difference of opinion between management and 
employees concerning work motivational factors.
PURPOSE OF THE RESEARCH
The purpose of this research has been to evaluate the 
perceptions of management and employees on work motivation 
factors relative to their importance. In order to increase 
the employee retention rate, greater insight was needed for 
understanding work motivational factors. This study
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
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intended to provide guidance to management in order to 
satisfy employees' needs and wants. By identifying these 
needs and wants, management may acquire a better 
understanding of those factors that are controllable. 
Previous research has indicated that various cultural 
differences affect employee motivational factors. Thus, 
identification of motivation factors applicable and peculiar 
to Taiwanese employees was considered crucial. A list of 
twenty work motivation factors drawn from a literature 
review was proposed by the researcher. The assessment of 
the importance of the twenty factors was first conducted and 
a comparison of employee and management perceptions of 
twenty work motivation factors was then evaluated.
RESEARCH INVESTIGATION
Employee motivation within organizations has typically 
been classified according to the distinction made between 
extrinsic and intrinsic factors presented by Herzberg, or 
contained in Maslow's hierarchy of needs; or possibly a 
combination of the two (Silverthorne, 1992). Herzberg
(1959) argued that money should not necessarily be viewed as 
the most potent job motivating force. He stated that other 
"context" factors, such as fringe benefits and supervisory 
style, affect employee's job motivation but should not 
necessarily be considered motivational factors. Management 
should instead give attention to a series of "content"
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
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factors, such as opportunities for achievement, recognition, 
and advancement as having an important bearing on behavior 
(p. XIII). The rationale was that a motivated employee was 
more likely to achieve his/her job satisfaction, and this 
was an important feature in increasing employee retention. 
The root of the problem may be in finding what constitutes 
motivation. This research was intended to identify 
motivational factors for front line servers in food and 
beverage departments in International Tourist Hotels in 
Taiwan and further investigated the following research 
questions in support of a hypothesis.
1. Do employees and management, as separate entities, 
in each hotel perceive the importance of 
motivation factors differently?
2. (a) What is the degree of employees' job 
satisfaction?
(b) Is there any difference in the job 
satisfaction levels between hotels?
3. (a) Is the mean score of employees’ motivator 
(intrinsic) factors higher than hygiene 
(extrinsic) factors?
(b) How do motivation factors rank according to 
mean score results?
4. Are motivation factors related to job satisfaction?
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
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HYPOTHESIS
Based on previous studies (Hersey and Blanchard 1977, 
Kovach 1980, Goll 1989 and Silverthorne 1992) concerning the 
factors of work motivation, the hypothesis was drawn: 
Management and employees will perceive 
work motivation factors differently in 
terms of their importance.
LIMITATIONS
1. Insufficient published articles and a possible 
Taiwan governmental bias of collected data 
concerning hotel employees posed a constraint on 
this study.
2. The researcher was not permitted to administer the 
survey instrument personally. Therefore, the 
survey instrument could only be administered by 
hotel personnel following written instructions and 
explanations.
3. Due to the lack of the respondents' English 
proficiency, the instrument presented to 
respondents had to be translated into Chinese.
Relevant materials could not be translated word- 
for-word; however, the meaning of the original 
information was not lost in the translation.
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DELIMITATIONS
According to Yeh's study (1994), revenue of the 
International Tourist Hotels in Taipei encompass 81.19% of 
total revenue in the Taiwan hotel industry (p. 61). All 
the designated hotels are therefore located in the Taipei 
area. There are twenty-five International Tourist Hotels in 
Taipei. The research focused on the segment of locally 
owned hotels that have no affiliation with internationally 
managed chains. There are five such hotels which are also 
similar in terms of room capacity and number of employees. 
Research was confined to F&B departments in the five focus 
hotels. Four hundred and ninety-two food and beverage 
employees in five hotels comprised the data base. The 
results of the survey were considered to be more reliable 
for the same type of hotels than those with an international 
chain affiliation. Research on the perception of work 
motivation factors was based upon motivation content theory, 
which include Maslow's hierarchy of need theory, Herzberg's 
two factor theory and Alderfer's ERG theory. This study was 
intended to conclude a generality of perceived work 
motivation factors within similar hotels. However, Chell 
(1987) states that content theories may overlook different 
characteristics among individuals (p. 61).
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JUSTIFICATION
Food and Beverage departments of ITHS in Taiwan have a 
high rate of employee turnover. In order to retain a 
greater number of employees, management must know employees' 
needs and wants. This study explored and identified the 
variables of twenty work motivation factors for F&B front 
line servers in Taipei ITHS. By identifying and analyzing 
these variables, it was intended that management will be 
able to develop better methods in the promotion of employees 
job satisfaction with a corresponding increase in the 
employee retention rate.
SUMMARY
The issue of perceptional inconsistencies have the 
potential for creating barriers to motivational development 
because management may not be responsive to employee needs. 
An absence of convergence in perceptions may increase 
employee turnover, thus creating a liability to the company.
Food and Beverage Departments in International Tourist 
Hotels in Taiwan have been experiencing high employee 
turnover. Increasing the employee retention rate became a 
major concern of management. The source of this concern may 
be a difference of opinion between management and employees 
concerning work motivation factors. The purpose of this 
research was to evaluate the perceptions of management and 
employees on work motivation factors relative to their
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
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importance. The hypothesis was : management and employees
will perceive work motivation factors differently in terms 
of their importance. Four research questions were proposed 
in support of the hypothesis. Limitations, delimitations 
and justification of this study were also discussed in this 
chapter.
A related literature review, methodology, research 
results and conclusions of this study are detailed in the 
following chapters.
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CHAPTER 2 
THE REVIEW OF RELATED LITERATURE 
INTRODUCTION
A review of related literature as pertains to the 
purpose of this study and in support of the hypothesis is 
presented. The following four sections include these 
topics ;
1) International Tourist Hotels in Taiwan
2) Evolution of Management Style
3) Work Motivation Theories
4) Review of Motivational Variable Studies
INTERNATIONAL TOURIST HOTELS IN TAIWAN
The Hotel Regulations, published by the Taiwan Tourism 
Bureau, indicate that hotels in Taiwan are categorized into 
three groups; international tourist hotels (ITHS), tourist 
hotels, and budget hotels. Among these three categories, 
international tourist hotels are rated the highest in terms 
of facilities, services, amenities, and location. Room 
sales of the ITHS target international tourists and business 
travelers.
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The Taiwanese government in 1956 began to promote 
tourism and formed the Taiwan Tourism Association; thus 
beginning the development of tourist hotels (Yeh, 1994).
The year of 1961 was pronounced as Taiwanese Tourism Year 
and officials began the implementation of a new tourism 
policy that allowed tourists to remain up to seventy-two 
hours in Taiwan without a visa. This policy encouraged 
hotel investment and in 1964, the first two international 
tourist hotels opened; the Ambassador Hotel and the 
President Hotel. In 1977, the government further relaxed 
hotel construction laws and loan regulations due to an 
increase in demand for tourist hotel rooms. Taiwanese hotel 
investment commencing in 1990 has included American based 
international hotel chains, such as the Hyatt International, 
Regent, and Sherwood (Yeh, 1994). There are now forty-seven 
international tourist hotels in Taiwan distributed as shown 
in table 1.
Table 1 International Tourist Hotels by Location in Taiwan
Location # of Hotels # of rooms % of rooms
Taipei 25 10,009 66.65
Kaohsung 6 1,649 10.98
Taichung 4 1,016 6.77
Hwa Lien 3 753 5.01
T.D.* 5 664 4.42
Others 4 927 6.17
Total 47 15,018 100.00
Source: Operation Analysis of ITHS of 1992 (Tourism Bureau) 
*T.D.= Tourist Destinations
Of forty-seven ITHS hotels, twenty-five are located in
Taipei. These twenty-five hotels generated 81,19% of the
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
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revenue of hotel industry in 1992 (Yeh, 1994). The types of 
hotel ownership include joint-ventures, international 
chains, and locally owned. Because of time and funding 
constraints, this study focused on the smallest group, the 
locally owned hotels in Taipei. There are five locally 
owned hotels which are similar in room capacity and number 
of employees. These hotels have no affiliation with 
international chains. The comparison of these five hotels 
is illustrated in Table 2.
Table 2 compares the 1992 capacity, number of 
employees, revenue and average wage of the five hotels in 
this study.
Table 2 Comparison of focus hotels i $ unit = NT$ f
Capacity 
# of Rooms
#&(%) of 
employees
Revenue
($)
Average 
Wages($)
Golden China 240 280 (22%) 287,537,187 284,172
Santos 304 299 (24%) 237,978,082 178,886
Imperial 312 277 (22%) 228,948,030 290,637
River View 201 237 (19%) 172,540,805 303,219
Emperor 248 158 (13%) 162,641,374 304,113
TTL/AVRG. 1305 1251(100%) 217,929,096 272,205
Source: Operation Analysis of ITHS of 1992 (Tourism Bureau)
Human Resources in International Tourist Hotels
There are 17,416 employees in the forty-seven ITHS in 
Taiwan. Food and Beverage departments encompass 40.85% of 
total employment. They also have the highest employee 
turnover rate in the 0-5 year employment segment (Employee 
Training Demand Survey, 1991). Employment by ITHS location 
and departments is presented in Table 3.
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Table 3 Number of employees by location and departments of 
ITHSf 1992t
Location Room F&B MGNT Club Others Total
Taipei 3715 5381 2386 89 1381 12952
Kaohsung 429 552 252 110 154 1497
Taichung 321 492 210 12 131 1157
Haw Lien 157 249 104 0 48 558
T.D. 210 223 119 3 126 681
Others 171 219 138 16 27 571
Total 4994 7116 3209 230 1867 17416
Source: Operation analysis of ITHS of 1992 (Tourism Bureau) 
*T.D.= Tourist Destinations
According to Tourism Bureau statistics (1992), 
average productivity per employee was NT$1,148,835 
(US$42,549) at an exchange rate of NT$27=US$1. The yearly 
average employee wage was NT$386,042 (US$14,298), an 
increase of 8.67% from 1991. Hotels located in Taipei 
ranked the highest in both employee productivity and wages. 
Table 4 illustrates the average productivity and yearly 
wages of ITHS and their respective locations.
Table 4 1992 Employee average productivity and wage average
Location Wages (NT$) Productivity (NT$)
Taipei 403,927 1,241,157
Kaohsung 355,737 957,310
Taichung 201,404 698,879
Hwa Lien 284,652 857,814
T.D.* 384,103 1,078,693
Others 230,322 836,590
Total Avg. 376,042 1,148,835
Source; Operation and Analysis of ITHS of 1992 (Tourism 
Bureau) *T.D. = Tourist Destinations
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The average employee turnover rate for industries other 
than lodging was between 30% to 40% in 1991 ( Taiwan Labor 
Committee, 1991). As previously mentioned, a 1991 Employee 
Training Demand Survey revealed that the employee turnover 
rate for Food and Beverage Departments in International 
Tourist Hotels was over 70% for the employee segment of 0-5 
years employment service. Comparing the turnover rate of 
food and beverage departments in the hotel industry to the 
turnover rate in other industries, it appears that human 
resources in the hotel industry are not being well utilized 
(Ho, 1992). Ho contended that management should become 
aware that a reduction in the employment turnover rate is 
crucial for the hotel industry's long-term development.
EVOLUTION OF MANAGEMENT STYLE
A brief review of management style was included in 
order to describe how management styles have evolved from 
the traditional model to Management by Objective (MBO) to 
Management by Values (MBV). MacGregor's (1960) theory 'X' 
and 'Y' was also discussed in this context. Theory 'X' and 
'Y' distinguishes management's attitude which affect 
managerial strategy toward treatment to employees. The 
traditional model, MBO, and MBV, are reviewed in order to 
provide some understanding of how management may apply 
motivational theories in industry.
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Traditional Model
Steers and Porter (1975) contend that early managerial 
approaches to motivation at work were best characterized by 
the writings of Frederick W. Taylor (1911) and his 
associates in the scientific management school of thought. 
Taylor (1919) saw inefficient production as a problem 
primarily with management, not workers. He believed that 
management should plan out employees' days with detailed 
written directions on how and when to do their job. Having 
developed effective training, management's next 
responsibility was to install a wage incentive system 
whereby workers could increase their income by doing exactly 
what management told them to do and doing it as rapidly as 
possible. Taylor believed that all employees were 
economically motivated, and as a result would work to attain 
financial gratification. Management related money to 
production in order to motivate employees to be productive. 
The amount that employees were paid correlated to the amount 
of production. Steers and Porter (1975) stated that this 
approach to motivation rested on several very basic 
contemporary assumptions about the nature of human beings. 
Specifically, the nature of workers was described as:
"being typically lazy, often dishonest, aimless, dull, and 
most of all, mercenary. To get them into the factories and 
to keep them working, an organization had to pay a decent 
wage, . . .  to get workers to produce, tasks were to be
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
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simple and repetitive, output controls were to be externally 
set" (p.16). They concluded that employees' attitudes were 
considered unimportant since management needed only wages to 
motivate the employees.
Theory 'X' and 'Y'
MacGregor (1960) stated that behind every managerial 
decision or action are assumptions about human nature and 
human behavior. He stated the following assumptions that 
are implicit in most of the literature of organization up to 
the 1950's and in many managerial policies and practices.
Theory 'X '
1. The average human being has an inherent dislike of work 
and will avoid it if he can.
2. Because of this human characteristic of dislike of work, 
most people must be coerced, controlled, directed, and 
threatened with punishment to get them to put forth adequate 
effort toward the achievement of organizational objectives.
3. The average human being prefers to be directed, wishes 
to avoid responsibility, has relatively little ambition, 
wants security above all.
MacGregor labeled this set of assumptions as Theory 
'X'. He contended that there are many observable phenomena 
in industry which are not consistent with this view of human 
nature.
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The growth of knowledge in the social 
sciences during the past quarter century 
has made it possible to reformulate some 
assumptions about human nature and human 
behavior in the organizational setting 
which resolve certain of inconsistencies 
inherent in Theory X (p. 35).
MacGregor stated that Theory X explains the 
consequences of a particular managerial strategy; it neither 
explains nor describes human nature. MacGregor also pointed 
out that management in the 1950's and 1960's began to adopt 
generally a more humanitarian set of values. In addition, a 
more equitable and generous treatment of employees was 
beginning to be seen than by their counterparts of the early 
20th century. However, such improvements did not diminish 
fundamental theories of management; the assumptions of 
theory X remained predominant.
Theory Y
MacGregor (1960) stated that the accumulation of new 
knowledge about human behavior in many specialized fields 
was making possible the formulation of a number of 
generalizations which were providing a modest beginning for 
new theory with respect to the management of human 
resources. He labeled another set of assumptions as 
follows, referred to as "Theory Y":
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1. The expenditure of physical and mental effort in
work is as natural as play or rest. The average 
human being does not inherently dislike work.
Depending upon controllable conditions, work may 
be a source of satisfaction (and will be 
voluntarily performed) or a source of punishment 
(and will be avoided if possible).
2. External control and the threat of punishment are
not the only means for bringing about effort 
toward organizational objectives. Man will 
exercise self-direction and self-control in the 
service of objectives to which he is committed.
3. Commitment to objectives is a function of the 
rewards associated with their achievement. The 
most significant of such rewards, e.g., the 
satisfaction of ego and self-actualization needs, 
can be direct products of effort directed toward 
organizational objectives.
4. The average human being learns, under proper 
conditions, not only to accept but to seek 
responsibility. Avoidance of responsibility, lack 
of ambition, and emphasis on security are 
generally consequences of experience, not inherent 
human characteristics.
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5. The capacity to exercise a relatively high degree 
of imagination, ingenuity, and creativity in the 
solution of organizational problems is widely, not 
narrowly, distributed in the population.
5. Under the conditions of modern industrial life, 
the intellectual potentialities of the average 
human being are only partially utilized.
These assumptions meant different implications for 
managerial strategy than did those of Theory X. MacGregor 
stated that Theory Y indicates the possibility of human 
growth and development stressing the necessity for selective 
adaption rather than for a single absolute form of control.
The assumptions of Theory Y pointed out that the limits 
on human collaboration in the organizational setting are not 
limited by human nature, but by management's ingenuity in 
discovering how to realize the potential represented by its 
human resources.
MacGregor suggested that Theory X offers management an 
easy rationalization for ineffective organizational 
performance. Theory Y, on the other hand, suggests that a 
more enlightened attitude provides the means for improved 
performance.
Consistent with the Theory Y attitude, Goll (1994) 
suggested that management creates the organization's 
environment. It is how management performs its basic
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functions and how it interacts with the constituencies that 
it serves which will influence the quality of this 
environment. He further stated that "a set of Douglas 
MacGregor's Theory 'X' and 'Y' (1960) presented a contrast 
in attitudes about people not styles of management. It is 
from these contrasting attitudes that a management style may 
flow" (p. 68). An extreme 'Theory Y-er' or an extreme 
'Theory X-er' will produce an extreme contrast in a 
manager's behavioral style and interaction with workers. 
Neither would be very beneficial for the organization 
because neither would be very responsive to the needs of the 
greatest number of people within the organization (Goll, 
1994) .
MacGregor demonstrated his awareness of Maslow's work, 
although he offered no citation, when he pointed out that 
human needs are organized in a series of levels - a 
hierarchy of importance. He further suggested that a 
satisfied need is not a motivator of behavior (p. 36).
"When the physiological needs are reasonably satisfied, 
needs at the next higher level begin to dominate man's 
behavior...." (p. 32). He further observed that, "the 
'carrot and stick' theory of motivation which goes along 
with theory 'X' works reasonably well under certain 
circumstances. But the 'carrot and stick' theory does not 
work at all once man has reached an adequate subsistence 
level and is motivated primarily by higher needs" (p 41).
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Management by Objectives
One of the most accepted approaches to management that 
attempts to justify motivational theory has been Management 
by Objectives (MBO). MBO is a management program in which 
employees and their supervisors mutually set specific goals. 
Vecchio (1991) stated that "an essential feature of an MBO 
program is that it involves a one-on-one negotiation session 
between a supervisor and a subordinate in order to set 
concrete, objective goals for the employee's performance"
(p. 212). During the session, a deadline may be set for the 
measurement of accomplishment, and the paths to the desired 
goals and the removal of possible obstacles are discussed. 
After an established period of time has elapsed, the 
supervisor and subordinate meet again to review the 
subordinate's performance using the agreed upon objectives 
as a basis for assessing progress.
Since the introduction of MBO, motivational theory has 
progressed significantly. The management philosophy which 
may be considered to perceive the link of MBO with modern 
motivational theory is Management by Values (Goll, 1994).
Management by Values
According to Goll (1994):
It may be suggested that in a too narrow 
approach to Management by Objective, one 
may come to view the ends as justifying 
the means. In Management by Values, both 
the ends and the means need to be 
justified (p. 15).
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Management must create an organizational environment 
conducive to employees' motivation. Management by values 
(MBV) presents a means for evaluating the quality of an 
organization toward a positive motivational environment.
MBV takes MBO one step further by adding the "why" (value) 
to the "what" (goals) and "how" (norms) of an organization 
and communicates them to the employees (Goll, 1990). Goll 
suggested that:
Management by Values (MBV) is an approach 
to developing greater consistency 
throughout an organization as a basis for 
shaping and clarifying individual 
behaviors that are consistent with the 
reason the organization exists. This 
consistency may be seen as enhancing 
personal satisfaction and productivity as 
well as creating organizational stability 
(p. 55).
MBV provides the organization's values as a common 
denominator for all the functions of management. It is 
management's responsibility to create and communicate these 
values to the employees, thus enhancing consistency 
throughout the organization.
MBV is used as an analytical method to trace problems 
to their starting point which usually is a perceived 
inconsistency between an organization's values and norms 
(Goll, 1994). MBV emphasizes the creation of an 
organizational environment that matches the needs of the 
employees to those of the organization. Management, by 
attempting to achieve the goals of the organization,
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subsequently satisfies the needs of the employees as 
organizational goals are met. Consistency between the 
values, goals, and norms of employees and the organization, 
is seen as enhancing the fulfillment of the "self-esteem".
In addition, motivational factors such as achievement and 
growth may be satisfied by the employees, thus creating a 
positive motivational working environment.
WORK MOTIVATION THEORIES
Introduction
Most content theories of motivation are based upon the 
premise that human energy is due to internal tensions or 
needs. Goll (1994) stated that content theories of 
motivation attempt to explain that which motivates 
employees, i.e. the what. The concept of needs has received 
the most widespread attention in terms of motivation theory 
and research (Steers & Porter, 1975). Maslow's hierarchy of 
needs theory, Herzberg's two factor theory, and Alderfer's 
ERG theory have been used as a conceptual framework in order 
to identify work motivational factors among front line 
employees.
Content theories of motivation focus on what factors 
within employees start, excite, energize, change or stop 
behavior. The works of Maslow, Herzberg and Alderfer 
explain what motivates employees.
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Maslow's Hierarchy of Needs Theory
Maslow's model (1958) consists of two fundamental 
premises; the human being is viewed largely as a "wanting" 
animal, motivated by the desire to satisfy specific types 
of needs. Most individuals pursue the following needs 
progressively with varying degrees of intensity; 
physiological, safety, social, esteem, and self- 
actualization. Needs which are largely unsatisfied tend to 
produce tensions within individuals and lead them to behave 
in a certain fashion intending to reduce tension and restore 
internal equilibrium. The most important aspect of Maslow's 
need theory is that unfulfilled needs motivate people to 
fulfill those needs and lower order needs must first be 
minimally satisfied before upper level needs can be 
addressed. Maslow also contended that a person cannot be 
motivated by attempting to fulfill needs that have been 
already satisfied.
Hall and Williams (1980) argued that physiological 
needs will be evident on the job in concerns for better 
working conditions, more time off, increased salary and 
avoidance of either physical strain or discomfort. In 
summary, physiological needs revolve around issues that are 
peripheral to the work itself. Satisfaction of needs at 
this level allows the worker to adapt to demands upward in 
the hierarchy. On the job safety needs include a desire for 
hospitalization insurance, worker compensation, safe working
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conditions, and consistent standards of performance.
Safety needs also revolve around the periphery of the work 
itself and will tend to interfere with accomplishment of 
organizational goals when they are operating (Hall and 
Williams, 1980). Need for on-the-job belonging and love are 
reflected in a concern for friendships with colleagues, 
interaction with others, healthy interpersonal relations, 
and team membership. As with the other need levels, the 
worker expects the organization to provide for these needs 
when they are operative (Hall and Williams, 1980). Esteem 
needs are reflected by an individual's desire to excel in 
his work and reap the social and professional rewards for 
competence. Workers become preoccupied with opportunities 
for advancement, recognition based performance, 
assignments based on ability , and involvement in the 
decision making process. Esteem needs motivate individuals 
to contribute their best effort to the organization in 
return for the many forms of reward that recognition 
provides (Hall and Williams, 1980). Self-actualization 
behaviors in the work environment cause an individual to 
experience a need for more challenging and meaningful work. 
The worker wants to become more creative in order to acquire 
personal growth, achievement, and satisfaction from the work 
itself. Self-actualization behaviors require autonomy, risk 
taking, and freedom to experiment (Hall and Williams, 1980).
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Herzberg's Two-Factor Theory
Frederick Herzberg discussed a set of factors that 
contributed to employee motivation in Motivation to Work 
(1959). The motivation-hygiene theory was developed as a 
result of research conducted by Herzberg, Mausner and 
Synderman. Using Maslow's basic model, they concluded that 
rather than the one set of factors presented by Maslow there 
were, indeed, two sets. The study suggested that the work- 
related factor which led to feelings of satisfaction were 
different from those factors that led to dissatisfaction.
The satisfiers usually pertained to the content of the job 
and included such factors as career advancement, 
recognition, sense of responsibility, and feelings of 
achievement. Herzberg referred to these as motivator 
factors. The dissatisfiers more often stemmed from the 
context in which the job was performed. They related to job 
security, company policies, interpersonal relations, and 
working conditions. Herzberg called these hygiene factors.
Herzberg's argument is unique in that it differentiates 
the factors that motivate employees from those that lead to 
dissatisfaction. Herzberg (1959) stated that the opposite 
of job satisfaction is not job dissatisfaction, but rather, 
no job satisfaction; and, similarly, the opposite of job 
dissatisfaction is not job satisfaction, but no 
dissatisfaction. According to Vecchio (1992), the influence 
of motivator factors can graphically range from neutral to
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positive, while the influence of hygiene factors can range 
from neutral to negative.
HYGIENE FACTORS
0
1 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ IDissatisfaction No satisfaction
Negative Orientation Neutral Orientation
MOTIVATOR FACTORS 
0 +
!  !No satisfaction Job satisfaction
Neutral Orientation Positive Orientation
Exhibit 1 Two-factor Theory (adapted from Vecchio 1991)
Motivators are intrinsic, providing either job 
satisfaction or no job satisfaction. Herzberg (1959) 
intended the motivational factors that lead to job 
satisfaction to be in the following order of the frequency 
mentioned by respondents in his surveys.
1. Achievement
2. Recognition
3. Work itself
4. Responsibility
5. Advancement
6. Growth
Hygiene factors are extrinsic, providing either job 
dissatisfaction or no job dissatisfaction. Hygiene factors 
that lead to job dissatisfaction in the order of frequency 
mentioned are:
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1. Company policy and administration
2. Supervision
3. Relationship with supervisor
4. Work conditions
5. Salary
6. Relationship with peers
7. Personal life
8. Relationship with subordinates
9. Status
10. Security
Vecchio (1992) stated that the two-factor theory can be 
seen as building on the work of Maslow. Exhibit 2 compares 
the factors from the two theories.
Exhibit 2 A comparison of factors in Maslow's Hierarchy of 
Needs and Herzberg's Two-factor Theory
HIERARCHY OF NEEDS TWO-FACTOR THEORY
Motivators (Satisfiers)
Self-actualization Responsibility
Work itself
Achievement
Advancement
Esteem Recognition
Growth
Hygiene (Dissatisfiers)
Social Supervision
Interpersonal relations
(With supervisors, peers
subordinates)
Status
Salary
Safety Company policy
Job security
Physiological Working conditions
Adapted from Vecchio (1992, p. 185)
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Alderfer’s ERG Theory
Alderfer (1972) stated that the ERG theory holds the 
view that existence, relatedness, and growth needs are 
primary needs in the sense of their being innate, but holds 
open the question of whether all three are biologically 
based. Alderfer dealt with the subjective states of 
satisfaction and desire.
Existence Needs
Existence needs, according to Alderfer (1972), reflect 
a person's requirement for material and energy exchange, and 
for the need to reach and maintain a homeostatic equilibrium 
with regard to the provision of certain material substances. 
Alderfer further stated that existence needs include all the 
various forms of material and physiological desires. Hunger 
and thirst represent deficiencies in existence needs. Pay, 
fringe benefits, and physical working conditions are other 
types of existence needs. One of the basic characteristics 
of existence needs is that they can be divided among people 
in such a way that one person's gain is another's loss when 
resources are limited. In other words, existence needs 
frequently mean that a person's (or group's) satisfaction, 
beyond a bare minimum, depends upon the comparison of what 
a person receives with what others receive in the same 
situation (Alderfer, 1972).
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Relatedness Needs
"Relatedness needs acknowledge that a person is not a 
self-contained unit but must engage in transactions with his 
human environment" (Alderfer, 1972, p. 9). Alderfer (1972) 
contends that relatedness needs involve relationships with 
significant other people. Family members are usually 
significant others, as are superiors, coworkers, 
subordinates, friends, and enemies. One of the basic 
characteristics of relatedness needs is that their 
satisfaction depends on a process of sharing or mutuality. 
People are assumed to satisfy relatedness needs by mutually 
sharing their thoughts and feelings. Acceptance, 
confirmation, understanding, and influence are elements of 
the relatedness process. Any human unit can become a 
significant other for a person if he has sustained 
interaction with this person either by virtue of his own 
choice or because of the setting in which he is located. 
(Alderfer, 1972). Alderfer further stated that, the outcome 
of satisfying relatedness needs need not always be a 
positive effectual state for both or either person. The 
exchange or expression of anger and hostility is a very 
important part of meaningful interpersonal relationships, 
just as is the expression of warmth and closeness. Thus, 
the opposite of relatedness satisfaction is not necessarily 
anger, but it is a sense of distance or lack of connection.
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Growth Needs
Growth needs cause a person to make creative or
productive affects on himself and the environment (Alderfer,
1972). Satisfaction of growth needs comes from a person
engaging in problems which call upon him to utilize his
capacities fully and may include requiring him to develop
additional capacities. A person experiences a great sense
of wholeness and fullness as a human being by satisfying
growth needs. Thus, satisfaction of growth needs depends on
a person finding the opportunities to be what he is most
fully and to become what he can (Alderfer, 1972).
Goll's notion (1994) summarized two points made by
Alderfer's ERG theory;
1) Alderfer has reiterated Maslow's 
thought that a need does not have to be 
fully satisfied for a person to move up 
to the next level. 2) As satisfaction 
of upper level needs may be stifled, the 
need for lower level satisfaction may be 
intensified. Alderfer refers to this 
phenomenon as 'frustration-regression 
dimension' (p. 79).
Frustration-Reqression Dimension
The frustration-regression dimension is an important 
point to management. Alderfer noted that when higher level 
needs of growth and relatedness (intrinsics) are not met, 
employees became frustrated. When frustrated at the upper 
level, people regress back to the lower level with even 
greater intensity. The employee regresses to lower-level 
needs and increases the "need" to satisfy existence needs
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such as pay and benefits (extrinsics)
Conclusions
Goll (1994) further refined and compared the thought of
Maslow, Herzberg and Alderfer as exhibit 3 :
Exhibit 3 Comparison of theories of Alderfer, Maslow and 
Herzberg
Alderfer Maslow Herzberg
Needs Level;
Growth Self-actualization 
Self esteem
Motivator 
(Intrinsic)
Relatedness Social
Existence Safety/Security 
Physiological
Hygiene 
(Extrinsic)
Existence needs are at the lower level hierarchy, equal 
to physiological and security needs. The relatedness needs 
equal to what occurs in satisfying social needs. Alderfer's 
growth needs are consistent with Maslow's self-esteem and 
self-actualization needs. Goll (1994) states that 
Alderfer's views are consistent with those of Maslow's and 
Herzberg's that growth is unlikely until the basic 
physiological and security needs are essentially met.
The issue that Maslow identified one set of 
motivational factors, Herzberg two, and Alderfer three is 
not the main issue. The fact that each researcher viewed the 
concept of the worker having needs is the key element. In 
essence, all three believed the same thing; unfulfilled
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
32
needs motivate.
Extrinsic and Intrinsic Needs
The foregoing discussion of motivation content theory 
has distinguished between intrinsic and extrinsic motivation 
factors. In this study, for purposes of consistency, those 
are the terms that have been used.
Extrinsic factors provide the context for the content 
of job functions. They relate to Maslow's lower level 
physiological and safety needs, Herzberg's hygiene- 
maintenance factors and Alderfer's existence needs.
Intrinsic factors provide the content of job functions. 
They relate to Maslow's upper level esteem and self- 
actualization needs, Herzberg's motivation factors, and 
Alderfer's growth factors.
It would appear that the transition from extrinsic to 
intrinsic occurs within social (Maslow) and relatedness 
(Alderfer) levels.
REVIEW OF PREVIOUS MOTIVATIONAL VARIABLE STUDIES
Introduction
Previous studies involving the ranking of ten 
representative work motivation factors throughout the years 
are compared in Appendix I. Studies include surveys 
conducted bv the Labor Relations Institute of New York
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(1946), Hersey and Blanchard (1977), Kovach (1980), Goll 
(1989), and Silverthorne (1992). This section briefly 
reviews the result of each of these studies.
Motivational Variable Studies
Workers were asked to rank, in the order of importance 
to them, a series of ten representative work motivational 
factors. The supervisors of these workers were then asked 
to rank these same ten factors in the order that they 
perceived the workers would rank them. These ten variables 
can be grouped into hygiene (extrinsic) and motivators 
(intrinsic) factors. Extrinsic factors include: 
sympathetic help with personal problems, job security, good 
wages, personal loyalty to employees, good working 
conditions and tactful discipline. Intrinsic factors 
include: full appreciation of work done, feeling of being in 
on things, interesting work and promotion and growth within 
the organization (Herzberg, 1968).
In 1946, the Labor Relations Institute of New York 
surveyed in general industry first-line supervisors and 
employees who worked directly for those supervisors. The 
1946 survey (exhibit 4) shows a large variance between what 
the employees stated to be important to them and what the 
supervisors believed to be important to the employees.
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Exhibit 4 Survey Results of 1946
Work Motivation Factors Survey results of 1946
M E
1 Full appreciation of work done 8 1
2 Feeling of being in on things 9 2
3 Sympathetic help with personal problems 10 3
4 Job security 2 4
5 Good wages 1 5
6 Interesting work 5 6
7 Promotion and growth with the organization 3 7
8 Personal loyalty to employees 6 8
9 Good working conditions 4 9
10 Tactful discipline 7 10
M= MANAGEMENT E= EMPLOYEES
Hersey and Blanchard (1977) used the same ten 
representative variables of the Labor Relations Institute of 
New York 1946 study in surveying attendees of a management 
training program. The attendees were either supervisors, 
who were asked to put themselves in their employees' places 
to rank the ten factors, or were workers who were asked to 
rank the same ten factors. The 1977 survey shows that there 
was a variance between supervisors' and workers' perceptions 
of motivation variables in terms of their importance. The 
survey results 1946 and 1977 (exhibit 5)were almost 
identical except in management's ranking of the first three 
items.
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Exhibit 5 Survey Results of 1946 and 1977
Work Motivation Factors Survey Results
1946 1977
M E M E
1 Full appreciation of work done 8 1 8 1
2 Feeling of being in on things 9 2 10 2
3 Sympathetic help with personal
problems 10 3 9 3
4 Job security 2 4 2 4
5 Good wages 1 5 1 5
6 Interesting work 5 6 5 6
7 Promotion and growth with the
organization 3 7 3 7
8 Personal loyalty to employees 6 8 6 8
9 Good working conditions 4 9 4 9
10 Tactful discipline 7 10 7 10
M= Management E= Employees
1946 Survey results of Labor Relations Institute of New York 
1977 Survey results of Hersey and Blanchar's study
Kovach (1980) also used the same ten factors to survey
a group of employees and their immediate supervisors. The
survey results of Kovach's study were similar to Hersey and
Blanchard's results (see exhibit 6) except for management's
ranking of the importance of the sixth and the seventh work
motivational variables.
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Exhibit 6 Survey Results of 1977 and 1980
Work Motivation Factors Survey Results
1977 1980
M E M E
1 Full appreciation of work done 8 1 8 1
2 Feeling of being in on things 9 2 10 2
3 Sympathetic help with personal
problems 10 3 9 3
4 Job security 2 4 2 4
5 Good wages 1 5 1 5
6 Interesting work 5 6 5 6
7 Promotion and growth with the
organization 3 7 3 7
8 Personal loyalty to employees 6 8 6 8
9 Good working conditions 4 9 4 9
10 Tactful discipline 7 10 7 10
Goll (1989) used the same ten variables to survey 800 
hourly employees and over 335 supervisors in lodging and 
food and beverage functions in the hospitality industry.
The results of Goll's survey (exhibit 7) show that there was 
a variance between management's perception and employees' 
actual ranking.
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Exhibit 7 Survey Results of 1989
Work Motivation Factors Survey Results
1989 
M E
1 Full appreciation of work done 5 1
2 Feeling of being in on things 8 6
3 Sympathetic help with personal
problems 10 9
4 Job security 2 5
5 Good wages 1 3
6 Interesting work 6 2
7 Promotion and growth with the
organization 4 4
8 Personal loyalty to employees 7 8
9 Good working conditions 3 7
10 Tactful discipline 9 10
In 1991, Silverthorne continued to use the same ten 
variables and compared personal motivation within an 
organizational setting for management and employees from the 
United States, Russia, and Taiwan (exhibit 8). Silverthorne 
(1992) states that the difference between perception and 
reality of the USA sample is less than earlier studies. He 
asserts that there has been an improvement in the accuracy 
of management's perceptions; however, a disparity between 
management's perceptions and the employees' rankings still 
exits. In the Russian sample, it is obvious that Russian 
managers seem to be as unclear on their workers' motivations 
as their American counterparts. In the Taiwanese sample, 
management seems to be reasonably well in touch with what 
the employees' rankings are, although there is still some 
inconsistency.
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Silverthorne (1992) compared his study across the 
culture and concluded that:
The study clearly highlights significant 
differences both in the motivational 
factors impacting various cultures and 
also the discrepancies between manager 
and worker in their perceptions . . .the 
idea of a universal set of motivators is 
also questioned by these results. . . in 
Taiwan's sample, hygiene factors are 
reported as the top two motivators by 
workers, whereas both the Russian and USA 
samples report motivators as their top 
rankings, (p. 1638)
Exhibit 8 Results of Silverthorne's study (1991)
Work Motivation Factors Survey Results 
USA Russia Taiwan
M E M E M E
1 Full appreciation of work done 2 1 8 7 1 4
2 Feeling of being in on things 8 7 9 2 3 8
3 Sympathetic help with personal 
problems
9 10 1 8 8 6
4 Job security 1 3 5 6 6 1
5 Good wages 4 5 7 10 4 2
6 Interesting work 3 2 10 3 2 5
7 Promotion and growth with the 
organization
5 4 6 1 7 3
8 Personal loyalty to employees 6 8 2 4 9 9
9 Good working conditions 7 6 3 9 5 7
10 Tactful discipline 9 9 4 5 10 10
M= management E=employees
WORK MOTIVATION AND TURNOVER
In the past, there have been four predominant 
(Brayfield, 1955; Herzberg, Mausner, Peterson, and Capwell, 
1957; Vroom, 1964, and Schuh 1967) reviews of literature
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dealing with turnover and absenteeism (Steers and Porter, 
1975). Brayfield & Crockett as well as Herzberg all found 
evidence of a strong relationship between employee 
dissatisfaction and withdrawal behavior such as turnover and 
absenteeism. Recent studies of Bonn (1992), Denvir and 
McMahon (1992), and Barbara (1993) have also identified the 
relationship between employee dissatisfaction and withdrawal 
behavior. In reviewing these studies, the conclusions point 
to the importance of job satisfaction or dissatisfaction as 
a central factor in withdrawal behaviors. These studies of 
job satisfaction factors can be grouped in terms of the 
variety of possible internal factors and external factors, 
which is generally consistent with the findings as reviewed 
by earlier prominent studies. In summary, evidence has 
been found in these studies to support the contention that 
overall job satisfaction represents an important force in an 
individual's participation decision. An employee's 
motivation to participate is largely determined by the 
degree of job satisfaction; in addition, such satisfaction 
also appears to have a significant impact on absenteeism 
which lead to higher turnover (Bonn, 1992; Denvir and 
McMahon, 1992; Barbara, 1993). The more motivation one 
experiences, the greater will be his/her own satisfaction. 
Therefore, it is important to consider what constitutes job 
satisfaction.
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SUMMARY
International tourist hotels in the Taipei area provide 
the majority of employment opportunities and have the 
highest employee productivity and wages. The food and 
beverage 0-5 year employment segment of ITHS reached the 
highest employment turnover rate. Therefore, this study 
placed an emphasis on the F&B front line employees of the 
Taipei focus hotels. Management refers to the heads of 
personnel and F&B departments; in addition to the managers, 
assistant managers and shift supervisors of both Chinese and 
western restaurants are included in the focus hotels.
Based bn the reviewed literature, an inconsistency of 
perceived work motivation factor importance may exist 
between management and employees. Perceptional 
inconsistencies have the potential for creating barriers to 
the motivational development for employees, and contribute 
to the resultant employee turnover. This study intended to 
evaluate the perceptions of management and employees on work 
motivation factors relative to their importance.
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CHAPTER 3 
METHODOLOGY OF THE STUDY 
INTRODUCTION
This chapter presents the procedures and techniques 
used in developing the research instrument and in conducting 
this study. There are four sections:
1) Research Population Selection
2) Survey Design and Instrument
3) Data Collection
4) Data Analysis and Hypothesis Testing
RESEARCH POPULATION SELECTION
Due to time and financial constraints, it was 
considered impractical to interview all employees of 
international tourist hotels in Taiwan. Hence, using a 
sample population rather then the entire population becomes 
a more practical and acceptable method (Sekaran, 1992). 
Surveying a sample population may likely lead to more 
reliable results because of less fatigue, and fewer errors 
in data collection (Sekaran, 1992). The sample of employees 
was limited to front line servers in food & beverage
41
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departments of the five designated hotels. Of the twenty- 
five International Tourist Hotels in Taipei, the study 
focused on five locally owned International Tourist Hotels 
that have similar characteristics in terms of room capacity 
and number of employees (see table 5). Since the purpose of 
this study was to evaluate perceptions of the importance of 
work motivation factors by both employees and management, it 
was necessary to gather data from these two groups. 
Management refers to the heads of Personnel and Food and 
Beverage Departments, managers and assistant managers and 
shift supervisors of Chinese and western restaurants in the 
five focus hotels. Employees were front line servers in 
restaurants that feature Chinese and Western cuisine.
According to Sekaran (1992), 217 was an acceptable 
sample size for the given population (492) in this study. 
Table 5 presents the number of F&B employees and their 
sample distribution in the focus study hotels. Approximately 
26-52 randomly selected employees from each hotel comprise 
the data base.
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Table 5 Sample Distribution Among Focus Hotels
# of F&B % of total # in # in sample
employees employees sample M E
Golden China 119 24% 52(24%) 16 36
Santos 94 19% 41(19%) 12 29
Imperial 120 24% 52(24%) 16 36
River View 100 21% 46(21%) 13 33
Emperor 59 12% 26(12%) 7 19
Total 492 100% 217(100%) 66 151
Source: # of F&B employees figures are based on 1992 Tourism 
Bureau data (M=management, E=employees)
Norusis (1993) stated that, for comparison purposes, it 
may be appropriate to obtain data from two groups that are 
similar in sample size. In order to match the sample sizes 
of management and employees, the survey instruments were 
administered to all management members in the hotel food and 
beverage departments. Survey instruments were administered 
to selected front line servers in food and beverage 
departments in the five hotels.
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SURVEY DESIGN AND INSTRUMENT
Introduction
Silverthorne's study (1992) identified significant 
differences in various cultures that impact motivational 
factors and discrepancies between manager and 
worker in their perceptions. Thus, the idea of a universal 
set of motivations was questioned. Using Silverthorne's 
finding's, a new list of twenty work motivational factors 
was developed for this study. In addition to the original 
ten work motivational factors (previously mentioned in 
chapter II), another ten factors were drawn from motivation 
theories of Maslow (1958), Herzberg (1968) and Alderfer 
(1972). To test the validity of these twenty factors 
relative to their importance to Taiwanese respondents, an 
exploratory study was conducted.
Exploratory Study
Silverthorne (1992) contends that there are significant 
differences in perceptions of motivational factors across 
cultures. Schmitt and Klimoski (1991) also stated that a 
useful strategy may be to establish the potentially 
important and relevant variables at the beginning of an 
experimental research program. An exploratory survey 
instrument (Appendix A) was developed The instrument asked 
both management and front line employees in order to verify 
agreement between both entities concerning the importance of
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the twenty motivational influences. The first ten work 
motivational attributes were identical to the variables used 
by previous studies discussed in chapter II (Exhibit 4).
The remaining ten attributes were drawn from research by 
Maslow (1958), Herzberg (1968) and Alderfer (1972). These 
twenty factors were grouped into either extrinsic or 
intrinsic factors groups( the distinction as discussed in 
chapter II). The original ten factors are printed in bold 
letters in exhibit 9.
Exhibit 9 Extrinsic and Intrinsic Groups
Extrinsic Group Intrinsic Group
Help with personal problems 
Job security 
Good wages and benefits 
Personal loyalty to employees 
Good working conditions 
Tactful discipline
Job is governed by 
appropriate rules and 
procedure
Competent supervisor 
decisions
Good working relationship 
with supervisor
Good working relationship 
with peer group
Full appreciation of work 
done by supervisor
Feeling of being in on things
Interesting work
Promotion and growth in the 
company
Responsibility
Achievement
Independent thought & action 
in the job
Involvement in planning & 
decisions that affect the job
Feedback on job performance
Clear goals and objectives
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An exploratory study was conducted to identify the 
assessment of twenty work motivational dependents among 
Taiwanese hotel employees and management. Both an English 
version and the translated Chinese version instruments were 
administered to several Taiwanese graduate students in the 
William F. Harrah College of Hotel Administration,
University of Nevada, Las Vegas, in order to test the 
accuracy of language interpretation. No suggestions were 
made to amend the translation. The instrument was then sent 
to the five designated hotels in Taiwan for administration 
to management and employees. Management members were heads 
of Personnel, Food & Beverage Departments, and managers of 
Chinese and western restaurants in the hotels. Employees 
were front line servers in both types of hotel restaurants.
A total of 91 (35 management members and 56 front line 
servers) survey instruments were administered. All 
respondents were asked to evaluate the twenty work 
motivators and indicate the degree of their perceptions 
concerning the importance of each work motivational factor. 
They were encouraged to suggest attributes not included in 
the questionnaire. The results of the exploratory study are 
shown in appendix A. Both employees and management agreed 
(from a range of 98% to 59%) in the importance of these 
twenty motivational factors. No suggestions were made to 
include attributes other then those twenty factors.
Schmitt and Kilmoski (1991) contend that most
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researchers desire to keep surveys as short as possible in 
order to maximize response rates and retain a level of 
seriousness with which all questions are answered. There 
was an intention to minimize the number of variables in 
this study in order to gather effective information.
However, the exploratory study results indicate strong 
agreement between employees and management to include all 
twenty items as representative work motivation factors.
Thus, the final survey instrument included twenty work 
motivational factors as a result of the exploratory study.
Instrument Development
A survey instrument (questionnaire E and M, Appendix B 
and C) consisted of; Part I, 20 intrinsic and extrinsic work 
motivational attributes, along with question 21, overall job 
satisfaction assessment, and Part II, demographic questions. 
Questionnaire E (for employees) was administered to the food 
& beverage department front line servers in each selected 
hotel. The format of questionnaire E and questionnaire M 
were identical. Both employees and management were asked to 
interpret the same twenty motivation factors. Instructions 
and demographic data were different on questionnaire M and
E. Questionnaire M was administered to the management 
members earlier specified. Management members were asked to 
evaluate the importance of twenty work motivational factors 
from their employees perspective 30 that the perceptions of
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both groups could be measured and compared. The survey 
procedure was adapted from previous studies discussed in 
chapter II.
Survey Instrument Part I
Questions 1-20
Questions numbered 1 to 20 were designed to investigate 
two of the research questions and to test the hypothesis.
The research questions and hypothesis were:
Research questions
1) Do employees and management as separate 
entities in each hotel perceive the importance of 
motivation factors differently?
3a) Is the mean score of employees' motivator 
(intrinsic) factors higher than hygiene 
(extrinsic) factors?
3b) How do motivation factors rank according to 
mean score results?
Hypothesis: Management and employees will
perceive work motivation 
factors differently in terms 
of their importance.
Responses for the perceived importance for each work 
motivational factor were entered on a 5-point Likert scale 
in order to evaluate the intensity of each factor. Each 
scale had a maximum value of five points and a minimum value
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of one point. The position on the scale measured the 
intensity of perceptions. An example of the scale follows
(Sekaran, 1992);
1 strongly disagree
2 disagree
3 neutral (either disagree or agree)
4 agree
5 strongly agree
SD D N A SA
1 2 3 4 5
Sekaran (1992) stated that both Elmore and Beggs 
believed research indicates a 5-point scale performs just
as well as any scale and that an increase from 5 to 7 or 
even 9 points on a rating scale does not improve the 
reliability of the rating. In addition, Likert scales are 
among the more commonly used attitudinal scales (Schmitt and 
Klimoski, 1991).
Employees were required to circle the appropriate 
number that indicated their feelings about the importance of 
number one to twenty work motivation factors on 
questionnaire E. Questionnaire M required management to 
judge the twenty work motivation factors importance from the 
perspective of their front line servers. Management and 
employees used identical questions in order to identify 
differences between the two groups' perceptions.
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Coding
The question sequence from number one to number ten was 
identical to previous studies discussed in chapter II. The 
other ten factors were numbered randomly from eleven to 
twenty.
The twenty work motivation factors were coded in 
abbreviation form because the SPSS system was able to only 
read eight characters under the variable column. The 
abbreviation and full term of the variables are listed as 
exhibit 11.
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Exhibit 11 Variable abbreviation
VI fullappr 
V2 feeling 
V3 helpwplb
V4 security 
V5 gwnb 
V6 intrstgw 
V7 pmtngw 
V8 loyalty 
V9 cndtns 
VIO displin
VII respbity 
V12 rulsnprds
VI3 comptants 
V14 gwrs
VI5 gwrp
VI6 achivmt 
VI7 inhtnact 
VI8 invlvmt
VI9 feedback 
V20 golnobj
full appreciation of work done by supervisor
feeling of being in on things
help with personal problems by supervisor and
employer
job security
good wages and benefits
interesting work
promotion and growth in the company 
personal loyalty to employees 
good working conditions 
tactful discipline 
responsibility
job is governed by appropriate rules and 
procedure
competent supervisor
good interpersonal working relationship with 
supervisor
good interpersonal working relationship with
peer group
job achievement
independent thought & action in job
involvement in planning & decisions that
affect the job
feedback on job performance
clear goals and objectives
Question 21
Question 21 was designed to assess the employees' 
overall job satisfaction. The data were gathered to 
investigate the following research questions;
2a) What is the degree of employees' job satisfaction? 
2b) Is there any difference in job satisfaction levels 
between hotels?
4) Are motivation factors related to job satisfaction?
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(Question for employees)
SD D N A SA
To what extent would you agree 1 2  3 4 5
you achieve your overall 
job satisfaction.
(Question for management)
SD D N A SA
To what extent would you agree 1 2  3 4 5
your employees achieve their 
overall job satisfaction
Question 21 for management was designed to investigate 
the differences in management's perceived levels of 
employees' job satisfaction.
Survey Instrument Part II
The last part of the questionnaire gathered data on 
the correspondents' age, gender, education, and longevity of 
employment.
The range settings for age, education and number of 
years work in the designated hotels of management and 
employees are based on results of an Employee Training 
Demand Survey (1991) in Taiwan.
The demographic data serves the purpose of providing 
general descriptions of respondents.
Demographic questions for employees
An Employee Training Demand Survey (1991) indicated 
that the age group of most front line servers was between 
20-35. Some of the front line servers completed only Junior 
high school education (equivalent to Grade 9 in the US).
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Most of the front line servers had vocational high school 
education. The education system in Taiwan differs from that 
in the United States. College graduates receive only a 
diploma, not a degree. Therefore, it was necessary to 
distinguish between colleges and universities under the 
education category of the survey instrument. The fact that 
front line servers suffer a higher turnover rate, the 
required range of employment longevity was set from less 
than a year to more than 6 years. The questions of 
demographic data proposed to the employees were as follows:
22. Age 23. Education
[ ] 1 under 20 [ ] 1 Junior high school
[ ] 2 21-25 [ ] 2 Vocational high school or
[ ] 3 26-30 high school
[ ] 4 31-35 [ ] 3 College
[ ] 5 over 36 [ ] 4 University
[ ] 5 Others (Please state ______ )
24. Number of years in this organization 
[ ] 1 less than 1
[ ] 2 1-2
[ ] 3 3-4
[ ] 4 5-6
[ ] 5 more than 6
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25. Gender 
[ ] 1 male 
[ ] 2 female
Demographic questions for management
Results from a (1991) Employee Training Demand Survey 
showed that the age group of management was primarily 
between 30-50 years old. The majority of management 
completed college or had an university education. The 
employment longevity of management ranged from 3-9 years. 
Based on above data provided in 1991, the following 
questions were proposed to management ;
22
24,
Age
1 under 30
2 31-35
3 36-40
4 41-50
5 over 51
23. Education
1 High school
2 college
3 University
4 Graduate School
5 others (please state
Number of years in this hotel
1 less than 1 year
2 1-3 years
3 4-6 years
4 7-9 years
5 more than 9 years
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25. Gender 
[ ] 1 male 
[ ] 2 female
English and Chinese versions of survey instrument
The survey instrument was developed in English since 
all relative literature was written in English. The 
respondents' English proficiency was not considered 
sufficient to comprehend a survey instrument in English, 
therefore, a translation of the survey instrument from 
English to Chinese was necessary. To evaluate the accuracy 
of the translation, a pre-test was conducted.
Questionnaire Pre-test Procedure
The draft survey instrument in both English and Chinese 
was pretested by a group of graduate students at the William
F. Harrah College of Hotel Administration, University of 
Nevada, Las Vegas. Students from China and 
Taiwan were asked to respond to the Chinese questionnaire 
first and the English version second. American students 
were asked to respond only to the English version. The 
purpose was to test the translation accuracy of the final 
questionnaire. All participants agreed with the 
interpretation from English to Chinese and that the Chinese 
version was comprehensive. In addition, the pre-test helped 
insure that the instructions of the survey instrument were
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self-explanatory. This was important because the researcher 
was not able to personally administer the survey instrument 
in the five focus hotels. Both groups of the pre-test 
respondents felt the survey instructions were adequate.
DATA COLLECTION
Since it was not feasible to administer the survey 
instrument personally in the five focus hotels, separate 
survey instrument packets were prepared for each property. 
The packets included a cover letter plus questionnaires E 
and M. The cover letter stated the purpose of the study and 
instructions on the instrument administration. The data 
gathering method consisted of personal delivery of the 
questionnaire packets to the Personnel Directors or General 
Managers of the selected hotels. The Personnel Directors 
were asked to distribute the appropriate packets to 
employees, managers, assistant managers, shift supervisors 
and front line servers of each focus hotel restaurant for 
completion. The cooperation of the Personnel Managers and 
General Managers was enhanced through support from Tourism 
Bureau officials. The researcher had meetings with 
personnel managers or general managers to ensure that the 
survey instrument of employees could be properly 
administered. The surveys were conducted in a ten-day 
period. The completed instruments were personally collected 
by the researcher from each hotel.
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DATA ANALYSIS AND HYPOTHESIS TESTING
Four earlier stated research questions were generated 
in this study. These questions call for the use of an ANOVA 
test. Student-Newman-Keuls (question 1 and 2 (b)), a 
measurement of the central tendency (question 2(a), 3(a) and 
3(b)), and a multiple regression analysis (question 4). The 
use of these statistical tests are discussed below with the 
results presented in chapter VI.
Data Analysis of Research Questions
Investigation of research question 1 
Question 1:
Do employees and management of a separate entities 
perceive motivation factors differently between hotels?
A one way analysis of variance was used to examine the 
question.
One Wav Analysis of Variance
According to Sekaran (1992), the appropriate 
statistical technique to test several population means that 
are equal would be an analysis of variance (abbreviated 
ANOVA). ANOVA may be used to examine the variability of the 
observations within each group as well as the variability 
between the group means (Norusis, 1993). The one way ANOVA 
was used in order to examine the mean difference of twenty
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variables between the employees and management.
Student-Newman-Keuls Test
The Student-Newman-Keuls test is a statistical method 
that is used to accomplish multiple comparison (Norusis, 
1993). If a set of variables are found to be significantly 
different after an analysis of variance test, a Student- 
Newman-Keuls test will separate the significant variables 
for comparison. Sekaran (1992) noted that tests such as 
Scheffe's test, Duncan Multiple Range test, Tukey's test, 
and Student-Newman-Keuls test are appropriate to detect 
where the mean differences exactly lie. In this study, the 
Student-Newman-Keuls test was used to test the mean 
differences between hotels.
Investigation of research question 2 (a\ and (bf 
Question 2 (a);
What is the degree of employee's overall job 
satisfaction?
Calculation of mean for survey question 21 was used to 
examine question 2(a). It was considered to be appropriate 
to calculate the mean of interval variables in order to 
examine the arithmetic average (Sekaran, 1992). Therefore, 
the mean was used to examine question 2(a).
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Question 2 (b):
Is there any difference in the level of employee job 
satisfaction between hotels?
Question 2(b) was designed to examine differences in 
significant satisfaction levels between hotels. An ANOVA 
test was used to examine question 2(b). The reason and the 
procedure are same as investigation of research question 1, 
as previously indicated.
Investigation of research question 3 (at and (b)
Question 3 (a):
Is the mean score of employee' motivator (intrinsic) 
factors higher than hygiene (extrinsic) factors?
To investigate question 3 (a), measurement of the 
central tendency mean, median and mode was used.
Central tendencv measurement
The mean, median and mode are frequently used to 
describe the location of distribution (Norusis, 1991). 
Norusis suggested that the mode was the most frequently 
occurring value; the median as the value above and below 
which one-half of the observations fall; and the mean as the 
arithmetic average.
Twenty work motivation factors were assigned to either
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intrinsic and extrinsic groups. Both intrinsic and 
extrinsic groups included ten work motivation factors 
respectively. For each respondent, the possible score for 
intrinsic or extrinsic group would range from a minimum 10 
points to a maximum 50 points. In order to compare the mean 
scores of extrinsic and intrinsic groups, the range of 
minimum to maximum points was examined. The mean, median 
and mode of intrinsic and extrinsic groups are compared to 
examine question 3 (a).
Question 3 (b):
How do motivation factors rank according to mean
score results?
Mean score results were used to examine question 3 (b). 
Interval measurements have the property of meaningful 
distance between values (Norusis, 1993). Schmitt and 
Klimoski (1991) point out that "variables measured in 
interval scales also allow the researcher to make 
distinctions among objects (they are the same or different) 
as for nominal measurement and that the research can rank 
order (ordinal measurement) on the interval scales" (p. 26). 
The mean score of each work motivation factor was compared 
in order to establish the importance of work motivation 
factor by order of means.
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Investigation of research question 4 
Question 4;
Are motivation factors related to job satisfaction? 
Multiple regression was used to investigate question 4.
Multiple Regression Analysis
Multiple regression analysis helps researchers to 
understand how much of the variance in the dependent 
variable can be explained by a set of predictors 
(independent variables). If one wants to know which set of 
predictors are the most important in explaining the 
variance, which was the next most important, and so on, a 
stepwise multiple regression analysis can be done (Sekaran, 
1992). Norusis (1993) also stated that a stepwise selection 
of independent variables in multiple regression analysis 
procedure was the most commonly used method in explaining 
variance. Therefore, a stepwise multiple regression was 
used to examine the variables deemed to be most important by 
explaining the variance of job satisfaction. Correlation 
coefficient "R" indicates the strength of relationship 
between two variables, but provides no information of how 
much of the variance in the independent variable will be 
explained when several independent variables are theorized 
to simultaneously influence (Sekaran, 1992). It should be 
noted that not only are 20 independent variables correlated, 
but they might also be intercorrelated. Norusis (1993)
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stated that "Collinearity refers to the situation in which 
there is a high multiple correlation when one of the 
independent variables is regressed on the others (that is, 
when there is a high correlation between independent 
variables). . . . The tolerance of variable is a commonly 
used measure of Collinearity" (p. 355).
To investigate the Collinearity of variables goes 
beyond the scope of this study, therefore, the tolerance 
variable tests were not conducted.
Demographic Data 
Frequency Analysis
The frequency analysis was used to indicate the number 
and percentage of respondents who responded to each 
demographic question. Sekaran (1992) stated that measures 
of central tendencies enable an idea of basic 
characteristics for the data to be obtained. Frequency 
analysis was used to summarize the descriptions of the 
respondents' demographic data.
Hypothesis Testing
Hypothesis : Management and employees will perceive work
motivation factors differently in terms of 
their importance.
The hypothesis can be stated in null (Ho) and alternate
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(Ha) form.
(Ho) represents the term null hypothesis that there 
will be no difference in the perceptions of work motivation 
factor importance between employees and management. (Ha) 
represents the term alternative hypothesis that there will 
be a difference between the perception of work motivation 
fac."r importance of employees and management. The 
Statistical Package for Social Science (SPSS) was used to 
analyze the data collected in the survey.
The t-Test was used to test the hypothesis. 
t-Test
The t-Test was used to measure any significant 
difference in the means for two groups in the variable of 
interests (Sekaran, 1992). The t-Test takes into 
consideration the means and standard deviations of the two 
groups of variables and examines the numerical difference in 
the means; and measures significance from 0 (Zero) as 
postulated in a null hypothesis. The results of the t-Test 
are presented in a table format in chapter IV.
Sekaran (1992) stated that a 95 percent level of 
confidence is the accepted level for most business research. 
This is most commonly expressed by the significance level p< 
0.05. This study also used p<0.05 as a confidence level. 
For a significant level of .05, the t-value is 1.96 
(Sekaran, 1992). Cherng (1993) and a study by the National 
Restaurant Association (1992) points out that an attribute
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with a mean of 4 or higher is considered to be above average 
as well as a cutting point from a 5-point Likert Scale. A
mean of 4 or higher of each work motivation factor will be
considered to be important.
SUMMARY
The purpose of this chapter was to discuss the 
methodology used in this study. The content of the final 
survey questionnaire was developed from an exploratory study 
and a pretest was used to ensure its content validity. 
Questionnaires were sent to 151 Food & Beverage front line 
servers and 66 management members in the focus hotels. Data 
was gathered over a ten-day period. The purpose of this 
study was to evaluate the motivation factor importance
perceived by employees and management. The data was
tabulated and analyzed with the following statistical tools : 
t-Test, one way ANOVA, Student-Newman-Keuls multiple 
comparison test, measures of central tendency, multiple 
regression analysis and frequency analysis.
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CHAPTER 4 
RESEARCH RESULTS 
INTRODUCTION
This chapter presents the results of the survey and the 
analysis of data for the hypothesis testing. Contents of 
this chapter includes; 1) Response rate, 2) Description 
of sample, 3) Hypothesis testing, and 4) Data analysis.
RESPONSE RATE
Two hundred and seventeen survey questionnaires, 
including employees and management, were sent to five 
hotels. The collected data were labeled as A, B, C, D, and 
E hotel in recognition of confidentiality agreements 
required by the participating hotels. Table 6 illustrates 
the response rate of the survey. Not all respondents 
answered every question in the questionnaire. Sekaran 
(1992) states that questionnaires may be deemed invalid if 
more than 25% of questionnaire has been left blank. There 
were some questions left blank, however the omissions did 
not exceed 25% of the questionnaire. Those unanswered 
questions were treated as missing data.
65
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Table 6 Survey Response Rate
# of sample # of return Response 
Rate(%)
M E M E M E M+E
Golden China 16 36 11 29 69 81 78
Santos 12 29 7 21 58 72 65
Imperial 16 36 12 30 75 83 79
River View 13 33 8 29 62 88 75
Emperor 7 19 4 15 57 79 68
Total 66 151 42 124 64 82 73
M=management E=employees
DESCRIPTIONS OF THE SAMPLE
In this section, the frequency analysis was based on 
questionnaire demographic data, which includes respondent's 
age, education, number of years worked in the hotel and 
gender.
Employees
Table 7 presents a profile of the employees with regard 
to their demographic characteristics.
Of the total respondents, 57% (71) were male , and 43% 
(53) were female. The predominant education that 50% of 
the respondents possessed is equivalent to either vocational 
or general high school levels. Respondents that received 
junior high school (equivalent to the 9th grade) education 
accounted for 27.4%. Respondent college graduates 
(equivalent to 2 or 3 years community college, obtained 
diploma only) accounted for 15.3% (19). Only 4.8% (6) of
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the respondents have bachelor degrees.
Of total respondents, 59.3% (73) were under 30 years 
old, 22%(27) were between 31-35 years old and 18.7% (23) of 
the total respondents were over 36 years of age.
32% had less than one year employment in the designated 
hotels. Employment between 1-2 years account for 25% (31), 
12.9% (16) of the total respondents had 3-4 years employment 
and 5-6 years service accounted for 8.1%(10). Employment 
over 6 years comprised 21.3% (26) of respondents.
Management
Table 8 presents a profile of the management in regard 
to their demographic characteristics.
Of the 42 management members, 54.8% (23) were male and 
45.2% (19) were female. Most of the management members 
52.6% (20) had vocational or high school education. 
Management members that had a junior college or university 
education accounted for 37.9% (14) of the total respondents. 
Only one of the management respondents had a graduate 
degree. 7.9% (3) of the total respondents received an 
elementary level education only. Four management members 
did not answer the education level question.
34.1% (14) of the respondents were under 30 years of 
age. 14.6% (6) of the respondents were between 31 to 35 
years old. 12.2% (5) of the respondents' were between 36 to 
40 years old. 22% (9) of the respondents were between 41 to
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45 years old. 17.1% (7) of the respondents' were over 45 
years old.
The predominant range of hotel employment duration was 
over 9 years, which accounted for 47.6% (20) of the 
respondents. 16.7% (7) of the 42 management members had 
less than one year's employment. 21.4% (9) out of 42 
management members had 1 to 3 years employment in the 
designated hotel. 9.5% (4) of the total respondents had 4 
to 6 years employment, and only 4.8% (2) of the total 
respondents had 7 to 9 years hotel employment.
Summary
The predominant education level of employees and 
management was vocational or general high school. There 
were more male employees and male management members of the 
total respondents. The employees' age group was younger 
than the management's group. The employment duration of 
management members was longer than that of the employee 
segment.
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Table 7 Employee Démographie Profile
Variable Range Freq. Percent(Valid)
Age under 20 28 22.8%
21-25 28 22.8%
26-30 18 13.8%
31-35 27 22.0%
over 3 6 23 18.7%
Missing 1 Missing
Education
Junior high 34 27.6%
Vocational or 62 50.4%
high school
College 19 15.4%
University 6 4.9%
Elementary 2 1.6%
Missing 1 Missing
Employment Year Range
Less than 1 year 39 32.0%
1-2 years 31 25.4%
3-4 years 16 13.1%
5-6 years 10 8.2%
over 6 years 26 21.3%
Missing 2 Missing
Gender
Male 71 57.3%
Female 53 42.7%
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Table 8 Management Demographic Profile
Variables Range Freq. Percent
(Valid)
Age
Under 30 14 34.1%
31-35 6 14.6%
36-40 5 12.2%
41-45 9 22.0%
over 4 5 7 17.1%
Missing 1 Missing
Education
Vocation or 20 52.6%
high school
3 or 2 year college 8 21.1%
University 6 15,8%
Graduate School 1 2.6%
Elementary 3 7.9%
Missing 4 Missing
Employment Year Range
Less than 1 year 7 16.7%
1-3 years 9 21.4%
4-6 years 4 9.5%
7-9 years 2 4.8%
over 9 years 20 47.6%
Gender
Male 23 54.8%
Female 19 45.2%
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DATA ANALYSIS OF RESEARCH QUESTIONS
Investigation of research question 1
Question 1 : Do employees and management as separate
entities in each focus hotel perceive the importance of work 
motivation factors differently?
Table 9 presents a one way ANOVA test for the 
comparison of employees' perceptions of work motivation 
factor importance among five hotels. In Table 9, the only 
significant difference of importance motivation factors 
perceived by employees in the five hotels was V19, feedback 
on the job performance. The Student-Newman-Keuls test 
provided a further test that separated the significant 
variables. Table 10 shows the results of Student-Newman- 
Keuls test. As illustrated in Table 10, significant 
differences exist between Group 1 and Group 2, and Group 2 
and Group 4.
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Table 9 Analysis of Variance for employees' perceptions of 
importance for 20 work motivation factors in 5 hotels
Variables F ratio F prob.
VI fullappr 1.5930 .1807
V2 feeling 1.0847 .3673
V3 helpwplb 2.3316 .0598
V4 security 1.7911 .1352
V5 gwnb .3512 .8427
V6 intrstgw 1.4050 .2365
V7 pmtngw 1.1175 .3516
V8 loyalty 2.1280 .0816
V9 cndtns 2.3860 .0550
VIO displin .9289 .4497
VI1 respbity 1.3376 .2601
V12 rulsnprds 2.2123 .0718
VI3 comptants 1.7859 .1362
VI4 gwrs 1.6626 .1633
VIS gwrp .8912 .4716
VI6 achivmt 1.7621 .1411
VI7 inhtnact 2.2104 .0720
VI8 invlvmt 1.5262 .1990
VI9 feedback 2.7111 .0333
V20 golnobj 1.7012 .1543
significance at .050 for one way analysis of variance
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
73
Table 10 Student-Newman-Keuls test on Variable 19
Variable VI9 Feedback
By Variable Hotels
Multiple Range Tests: Student-Newman-Keuls test with 
significance level .050
(*) Indicate significant differences which are shown in the 
lower triangle
G G G G G 
r r r r r 
P P P P P
1 4 3 5 2
Mean Hotels
3.5417 Grp 1
3.6250 Grp 4
3.8276 Grp 3
4.0385 Grp 5
4.4167 Grp 2 * *
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Table 11 lists results of a one way ANOVA test for the 
comparison of management's perception of work motivation 
factor importance across 5 hotels. Table 11 indicates that 
there are significant differences in the perceived 
importance of work motivation factors by hotel management. 
Significant differences are: V6- interesting work, Vll-
responsibility, V17-independent thought and action in job,
VI8-involvement in planning and decisions that affect the 
job and V20, clear goals and objectives. To accomplish 
multiple comparisons, a Student-Newman-Keuls test was used 
to identify which groups were significantly different.
Table 12 shows Student-Newman-Keuls testing on (A) V6, (B) 
Vll, (C) V17, (D) V18, and (E) V20.
For variable 6, interesting work, the differences lie 
between group 5 and group 1, and between group 3 and group 
1. For variable Vll-responsibility, perceptions of 
importance are different between group 3 and group 2, and 
group 3 and group 1. For variable 17-independent thought 
and act in job, perceptions of importance are different 
between group 3 and group 2, and group 3 and group 1. For 
variable 18-involvement in planning & decisions that affect 
the job, the perception difference lies between group 1 and 
group 3. For variable 20, clear goals and objectives, group 
3 perceived its importance differently than the rest of the 
groups.
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Table 11 One wav analysis of variance of work motivation 
factors importance of management in 5 hotels
Variable
VI fullappr
V2 feeling 
V3 helpwplb 
V4 security 
V5 gwnb 
V6 intrstgw 
V7 pmtngw 
V8 loyalty 
V9 cndtns 
VIO displin
VII respbity 
V12 rulsnprds 
VI3 comptants 
VI4 gwrs 
VI5 gwrp 
VI6 achivmt 
VI7 ithtnact 
VI8 invlvmt 
V19 feedback 
V20 golnbj 
* Significance at
F Ratio F Prob.
.6002 .6648
1.3849 .2580
1.4043 .2516
1.0728 .3838
1.6891 .1732
3.3483 .0195 *
.7663 .5540
1.4349 .2418
.7344 .5744
2.4167 .0660
3.1101 .0265 *
1.2735 .2979
.9545 .4438
.6561 .6263
.3910 .8137
1.2732 .2980
4.6250 .0400 *
2.6341 .0495 *
.9568 .4426
3.3919 .0184 *
050 for one way analysis
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Table 12 Student-Newman-Keuls test on V6, Vll, V17, V18 and 
V20
(A) Variable 6
Variable V6 interesting work
by Variable Hotels hotels
Multiple Range Tests : Student-Newman-Keuls test with 
significance level at 0.050
(*) Indicates significant differences which are shown in 
the lower triangle
G G G G G
r r r r r
P P P P P5 3 2 4 1
Mean Hotels
3.1000 Grp 5
3.2500 Grp 3
3.8571 Grp 2
4.0000 Grp 4
4.5000 Grp 1 * *
(B) Variable 11
Variable 11 responsibility
By Variable Hotels hotels
Multiple Range Tests : Student-Newman-Keuls test with 
significance level 0.050
(*) indicates significant differences which are shown in the 
lower triangle
G G G G G
r r r r r
P P P P P3 5 4 2 1
Mean Hotels
3.3750 Grp 3
3.9000 Grp 5
4.1111 Grp 4
4.2857 Grp 2 *
4.3750 Grp 1 *
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(C) Variable 17
Variable V17 independent thought and action in job 
By Variable Hotels hotels
Multiple Range Tests : Student-Newman-Keuls test with
significance level 0.050
(*) indicates significant differences which are shown in the 
lower triangle
G G G G G 
r r r r r
P P P P P 3 4 5 2 1
Mean Hotels
3.5000 Grp 3
3.8889 Grp 4
4.0000 Grp 5
4.4286 Grp 2 *
4.5000 Grp 1 *
(D) Variable VI8
Variable VIS invlvmt
By Variable HOTELS hotels
Multiple Range Tests: Student-Newman-Keuls test with 
significance level .050
(*) Indicates significant difference which are shown in the 
lower triangle
G G G G G 
r r r r r
p p p p p
3 5 4 2 1.
Mean Hotels
3.0000 Grp 3
3.6000 Grp 5
3.6667 Grp 4
4.0000 Grp 2
4.1250 Grp 1
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(E) Variable V20
Variable V20 golnobj
By Variable Hotels hotels
Multiple Range Tests : Student-Newman-Keuls test with 
significance level .050
(*) Indicates significant differences which are shown in the 
lower triangle
G G G G G 
r r r r r
p p p p p
3 4 1 2  5
Mean Hotels
3.3750 Grp 3
4.0000 Grp 4 *
4.1250 Grp 1 *
4.1429 Grp 2 *
4.3000 Grp 5 *
Investigation of research question 2
Question 2; (a) What is the extent of employee job
satisfaction?
(b) Is there any difference in the extent of 
job satisfaction levels between hotels?
Table 13 shows that mean score of employees' overall 
job satisfaction to be 3.16. Management’s perception of 
their employees’ overall job satisfaction was 3.36. The 
standard deviation in conjunction with the mean was a 
measurement of dispersion (Sekaran, 1992). On a 5-point 
scale, standard deviation greater than 1 may indicate that 
the dispersion of job satisfaction level in both groups are 
large. Further evaluation was conducted to test whether or 
not the variance of job satisfaction has reached a level of
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significance. The results are shown in Table 14.
Table 13 Mean scores of employees job satisfaction and 
management’s perception of employees job satisfaction in 5 
hotels
Variable Mean Std Dev
Jobsat
employees 3.16 1.30
management 3.36 1.06
Table 14 indicates the analysis of variance tests show 
no difference in employees job satisfaction level between 
hotels. There was no difference of management’s perception 
of their employees job satisfaction level between hotels.
Table 14 One wav ANOVA of employees job satisfaction level 
and management’s perception of employees’ job satisfaction in 
5 hotels
Variable F Ratio F Prob.
Job satisfaction
Employees 1.93 .1087
Management 1.8012 .1494
^Significant level at .05
Investigation of question 3(a) and 3(b)
Question 3(a): Is mean score of employees’ motivator 
(Intrinsic) factors higher than hygiene 
(extrinsic) factors?
Central tendencies of intrinsic and extrinsic factors 
are listed in table 15 and table 16. Compared to table 15
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and 16, it can be observed that the mean scores of intrinsic 
factors (39.299) are lower than the mean score of extrinsic 
factors (40.190).
Table 15 indicates the mean (39.299), median (39.000) 
and mode (40.00) of intrinsic factors are similar. The 
results indicate that most of the respondents' evaluation 
were close to the mean. Table 16 shows the mean (40.190), 
median (40.000) and mode( 40.000) of extrinsic factors. The 
respondents' evaluation of extrinsic factors were also very 
also close to the mean. The dispersion of the evaluation in 
these two group seems small.
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Table 15 Measure of central tendency
Variable Value Freq. Valid p«
INTR 19.00 1 .9
30.00 3 2.6
31.00 1 .9
32.00 2 1.7
33.00 5 4.3
34.00 8 6.8
35.00 4 3.4
36.00 11 9.4
37.00 7 6.0
38.00 12 10.3
39.00 8 6.8
40.00 17 14.5
41.00 5 4.3
42.00 4 3.4
43.00 7 6.0
45.00 5 4.3
46.00 3 2.6
47.00 5 4.3
48.00 3 2.6
49.00 2 1.7
50.00 4 3.4
.00 7 MISSING
Total 124 100.00
Mean 39.299 Median 39.000 Mode 40.00
Valid cases 117 Missing case 7
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Table 16 Measure of central tendency of ex
Variable Value Freq. Valid percent
EXTR 23.00 1 1.0
28.00 1 1.0
30.00 2 1.9
31.00 3 2.9
32.00 3 2.9
33.00 2 1.9
34.00 1 1.0
35.00 7 6.7
36.00 7 6.7
37.00 4 3.8
38.00 6 5.7
39.00 9 8.6
40.00 15 14.3
41.00 6 5.7
42.00 7 6.7
43.00 5 4.8
45.00 5 4.8
46.00 1 1.0
47.00 6 5.7
48.00 6 5.7
49.00 2 1.7
50.00 8 7.6
.00 19 MISSING
Total 124 100.00
Mean 40.190 Median
Valid cases 105
40.000 Mode 40.00
Missing case 19
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Question 3(b): What is the perceived order of importance
for motivational factors using the mean 
scores of employees?
Table 17 shows twenty work motivation factor's 
importance by the ranking of mean scores. As discussed 
earlier (p. 51), when using a 5 point Likert scale, a mean 
of 4 or higher can be considered to be important. As a 
result, eight out of twenty factors of this study are 
considered as important to employees. These eight work 
motivation factors by the order of means, as presented in 
Table 17, are:
V15 good interpersonal working relationship with peer group 
VI4 good interpersonal working relationship with supervisor 
VI3 competent supervisor 
V4 job security
V2 feeling of being in on things 
Vll responsibility
VI full appreciation of work done by supervisor 
V8 personal loyalty to employees
The importance levels perceived by employees of V2- 
feeling of being in on things and VI1-responsibility are 
equal. Other than the eight most important factors perceived 
by the employees, the importance level of V5-good wages and 
benefits equals V7- promotion and growth in the hotel. The 
importance level of VI7-independent thought and action in 
the job equals V19-feedback on job performance.
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Table 18 presents the order of mean scores for 
extrinsic and intrinsic factors. As illustrated in table 
18, five of the ten extrinsic factors (mean scores are 
higher than 4) are considered to be important to employees; 
while 3 (mean scores are greater than 4) of the ten 
intrinsic factors are important to employees. The 
importance levels for two pairs of variables in intrinsic 
factor group are equal. These two pairs are: V2-feeling of 
being in on things and VI1-responsibility; and VI7- 
independent thought and action in the job and V19- feedback 
on the job.
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scores
Variables
V15 gwrp
Order of mean scores 
4.32
V14 gwrs 4.24
V13 comptants 4.15
V4 security 4.09
V2 feeling 4.08 *
Vll respbity 4.08 *
VI fullappr 4.02
V8 loyalty 4.01
V12 rulsnprds 3.99
V9 cndtns 3.98
V6 intrstgw 3.96
V3 helpwplb 3.93
VIO displin 3.92
V20 golnobj 3.90
V16 achivmt 3.87
V5 gwnb 3.84 **
V7 pmtngw 3.84 **
V19 feedback 3.82 ***
V17 inthtnact 3.82 ***
VI8 invlvmt 3.66
*UV2=UV11 **UV5=UV7 ***UV19=UVi7
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Table 18 Order of mean scores of extrinsic and intrinsic 
factors
Extrinsic Order of mean scores Intrinsic
Variables Order mean mean Order Variables
V15 gwrp 1 4.32 4.08 1 feeling V2 *
V14 gwrs 2 4.24 4.08 1 respbity Vll*
V13 comptants 3 4.15 4.02 2 fullappr VI
V4 security 4 4.09 3.96 3 intrstgw V6
V8 loyalty 5 4.01 3.90 4 golnoby V20
V12 rulsnprds 6 3.99 3.87 5 achivmt VI6
V9 contns 7 3.98 3.84 6 pmtngw V7
V3 helpwplb 8 3.93 3.82 7 inthtnact V17**
VIO displin 9 3.92 3.82 7 feedback V19**
V5 gwnb 10 3.84 3.66 8 invlvmt V18
* UV12=UV11 
** UV17=UV19
Investigation of question 4
Question 4: Are motivational factors related to job
satisfaction?
Table 19 illustrates the result of multiple regression 
of motivation factor importance against job satisfaction.
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Table 19 Multiple regression of motivation factors 
importance against job satisfaction.
Dependent variable : JOBSAT 
Independent variables :
VI VIO Vll V12 V13 V14
V17 VI8 VI9 V2 V20 V3
V6 V7 V8 V9
Multiple R .38595
R Square .14896
F=.75263 Signif f= .7604
V15 V16
V4 V5
---Variables in the Equation
Variables Beta Sig T
VI .072144 .6035
VIO -.094839 .5032
Vll .007386 .9600
V12 .323625 .0440 *
V13 .047804 .7695
VI4 -.100869 .5106
V15 .011112 .9360
V16 -.032144 .8024
VI7 -.085553 .5489
V18 -.210273 .1281
V19 -.115451 .5095
V2 -.079361 .5502
V20 .097389 .5631
V3 -.089376 .5191
V4 .282414 .0651
V5 .029557 .8601
V6 .139599 .3574
V7 -.212842 .2009
V8 -.019799 .9012
V9 .015340 .9241
* Significant level at .050
Table 19 shows that only 14.89% (R sq= .14896) of the 
variance in job satisfaction can be explained by the twenty 
independent factors as a group. There exists only a 24% 
(Signif f = .7604) chance that 20 factors, as a group 
explain job satisfaction. In other words, job satisfaction 
variance can not be significantly explained by this set 
(total of twenty variables) of predictors (because sig.f
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>.050). As a result, only variable 12, with a significance 
level of .0440, was able to be selected to enter the 
regression equation. Variable 12 in the regression equation 
was able to explain 32.36% ( beta= .323625) of job 
satisfaction variance at .0440 level.
Since work motivation factors are either extrinsic or 
intrinsic in nature, the relationship between job 
satisfaction to extrinsic factors, and the relationship of 
job satisfaction to intrinsic factors were also examined. 
Table 20 presents the results of a stepwise multiple 
regression analysis of job satisfaction by extrinsic and 
intrinsic groups.
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Table 20 Stepwise multiple regression of job satisfaction, 
intrinsic variables, and extrinsic variables.
Multiple Regression
INTRINSIC
Dependent Variable.. JOBSAT 
METHOD: Stepwise
VI V2 V6 V7 Vll V16 V17 VIS V19 V20
End Block Number 1 PIN= 0.050 limits reached 
No variables entéred.
EXTRINSIC
Dependent Variable.. JOBSAT 
METHOD: Stepwise
V3 V4 V5 V8 V9 VI0 V12 V13 VI4 V15
Step MultR Rsq F(Enq) SigF Variable BetaIN
1 .1879 0.0353 3.951 .049 In: V12 0.1879
Table 20 indicates that the job satisfaction variance 
cannot be significantly explained by the intrinsic group. 
V12-the job is governed by appropriate rules and procedure 
of the extrinsic group, can significantly (F probability < 
. 05) explain the job satisfaction variance. V12 was the 
only significant variable of extrinsic group that explains 
job satisfaction variance.
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HYPOTHESIS TESTING
Hypothesis
Ha: Management and Employees will perceive work
motivation factors differently in terms of their 
importance.
Statistically expressed: Ha: U1\U2
Ul= work motivation factor importance perceived
by employees
U2= work motivation factor importance perceived 
by management
A t-Test was used to compare the mean scores for the 
twenty motivation factors perceived importance by employees 
(group 1) and management (group 2). Table 21 summarizes the 
results of the t-Tests for each work motivation factor.
Using a significant level of 0.05, the t-table value was 
1.96 (Sekaran, 1992). A t-value less than 1.96 indicates 
that there was no significant differences between employees 
and management in the way they perceive the importance of 
work motivation factors.
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Table 21 T-test of the perceived importance for 20 work 
motivation factors by management and employees
Variables
VI fullappr
t-value
-.47
Df
60.48
2-tail Sig. 
.637
V2 feeling .47 164 .641
V3 helpwplb -.85 94.62 .397
V4 security -1.04 164 .299
V5 gwnb -1.86 113.01 .065
V6 intrstgw 1.44 56.23 .171
V7 pmtngw -.33 164 .742
V8 loyalty -1.29 164 .200
V9 cndtns .28 164 .777
VIO displin -.58 76.36 .566
Vll respbity .35 164 .723
V12 rulsnprds .13 90.79 .893
VI3 comptants -.21 164 .833
VI4 gwrs .45 164 .625
VI5 gwrp .12 62.46 .907
VI6 achivmt — .80 164 .427
VI7 inhtnact -1.94 81.20 .056
VI8 invlvmt -.04 164 .971
V19 feedback -.56 80.75 .147
V20 folnobj -.72 164 .470
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Per data presented in table 21, each factor has a t- 
value less than 1.96 but greater than -1.96. As a result, 
there are no significant differences between employees and 
management in their perceived importance of work motivation 
factors.
SUMMARY
This chapter includes the response rate, a profile of 
the respondents, the results of statistical analysis of 
hypothesis and an investigation of research questions.
The hypothesis was not supported. For twenty work 
motivation factors, there were no differences in perceived 
importance between employees and management.
In addition to hypothesis testing, this study also 
found that:
1) There was a significant difference of employees' 
perceptions of 'feedback on job performance' (V19) 
among the 5 hotels.
2) The mean score of employees overall job 
satisfaction was 3.16. There was no significant 
difference in the extent of employee job 
satisfaction levels between hotels.
3) Mean score of intrinsic factors was lower than mean 
score of extrinsic factors.
4) Eight of 2 0 factors are considered to be important 
to employees. The perceived order of importance
Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
93
for the eight factors by using mean scores was : 
good interpersonal working relationship with 
supervisor (V15), Good interpersonal working 
relationship with supervisor (V14), competent 
supervisor (V13), job security (V4), feeling of 
being in on things (V2), responsibility (Vll), 
full appreciation of work done by supervisor (VI) 
and personal loyalty to employees (V8).
(5) Only 'job is governed by appropriate rules and 
procedure'(VI2) can significantly explain job 
satisfaction variance.
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CHAPTER 5 
CONCLUSIONS AND RECOMMENDATIONS
INTRODUCTION
This chapter includes 3 sections:
1) Brief review of the study
2) Summary of research findings
3) Recommendations for future research
BRIEF REVIEW OF THE STUDY
Based on the related literature review of work 
motivation in chapter II, the study proposed that the high 
employee turnover rate in food and beverage departments in 
international tourist hotels in Taiwan might result from 
perceptional inconsistencies of work motivation factor 
importance between employees and management. The objective 
of this study was to assess the employees' and management's 
perceptions of work motivation factors relative to their 
importance.
94
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SUMMARY OF RESEARCH FINDINGS
Two hundred and seventeen questionnaire surveys were 
distributed to 151 front line servers in food and beverage 
departments and 66 management members in five focus hotels.
A total of 166 questionnaire surveys were returned, a 
response rate of 74%. The results of the survey are 
considered to have met the purpose of the study and several 
conclusions may be drawn.
There was no significant difference between employees' 
and management's perceived importance of each work 
motivation factor listed in this study. The hypothesis was 
not supported; however, there are some discrepancies by 
comparing the mean score order of twenty work motivation 
factors importance perceived by employees and management. 
Table 21 shows discrepancies of perceived order of mean of 
twenty factor importance between employees and management. 
Employees and management both perceived 'good working 
relationship with peer group' (VI5) was the most important 
factor.
Among eight factors that employees perceived as most 
important, five were extrinsic factors and three were 
intrinsic factors (as indicated in table 18). These eight 
work motivation factors by the descending order of means 
(see table 17) are; 'good interpersonal working relationship 
with peer group' (V15), 'good interpersonal working 
relationship with supervisor' (V14), 'competent supervisor'
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(V13), 'job security' (V4), 'feeling of being in on things' 
(V2), 'responsibility' (Vll), 'full appreciation of work 
done by supervisor' (VI), 'personal loyalty to employees' 
(V8). Employees perceived 'feeling of being in on things' 
as important as 'responsibility'.
Other than these eight most important factors, employee 
perceived importance level of 'good wages and benefits' (V5) 
and 'promotion and growth in the company' (V7) equally. 
'Feedback on the job' (VI9) was as important as 'independent 
thought and action in the job' (V17).
The mean score of extrinsic factors was higher than the 
mean score of intrinsic factors. The mean score of 
employees' overall job satisfaction was 3.16, which 
indicates that employees did not agree (cutting point is 4) 
that they have achieved job satisfaction. The mean score of 
management's perception of employees' job satisfaction was 
3.36. This was higher than employees' perception level of 
job satisfaction. Management overestimated employees' job 
satisfaction level.
The twenty work motivation factors as a group only 
explain 14.89% of the variance to job satisfaction. Job 
satisfaction variance could not be significantly explained 
by this set of variables.
Following implications were drawn from the research 
findings :
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This study further supports Silverthorne's 
findings. Various respondent cultural backgrounds 
may affect their perceptions of work motivation 
factors relative to their importance. Thus, the 
hypothesis found valid in American respondents was 
not supported by the study of Taiwanese 
respondents. The impact of the various cultural 
influences to respondents' perceptions of work 
motivation importance had been taken into 
consideration. Thus, the exploratory study to 
assess the validity of 20 factor importance was 
conducted. The extent of the cultural differences 
that may affect respondents' perceptions was 
beyond the scope of this study.
Of the eight work motivation factors considered to 
be important to employees, five are extrinsic 
(hygiene) factors. Extrinsic factors are 
equivalent to lower level needs and seem to be 
more important to employees. The intrinsic factor 
'promotion and growth in the company' was viewed 
as being as important as the extrinsic factor 
'good wage and benefits'. Employees indicated 
that they have not achieved job satisfaction (mean 
score of employee job satisfaction was 3.16).
This may be attributed to extrinsic needs have not 
been adequately fulfilled. Evidence of this is
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the mean of 3.16 being less than 4 and close to 3, 
which provided no indication of dissatisfaction 
and only limited indication of satisfaction.
3. The survey results further assert work motivation 
theories discussed in chapter II:
a) extrinsic factors created either no 
satisfaction (neutral orientation) or 
dissatisfaction (negative orientation) (see 
exhibit 1),
b) most people pursue needs as an hierarchy order 
(p. 23)
c) lower level needs (equals to extrinsic needs) 
have to be met then higher level needs (intrinsic 
needs) would emerge; and partial needs fulfillment 
would work (p. 23),
d) intrinsic level needs are not being met, 
employees become frustrated and regress back to 
the lower level needs with even greater intensity, 
the employees regress to lower-level needs and 
increase the "need" to satisfy extrinsic needs 
(because extrinsic factors seemed to be the 
predominate needs of the employees) (p. 30), 
unfulfilled needs motivate employees (p. 32),
e) as individuals develop, they may go back and 
redefine each level of needs (p. 31), since some 
of the intrinsic factors were viewed as important
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as extrinsic factors (see table 22).
3. The results of regression analysis show that job 
satisfaction variance can only be partially 
explained by all twenty factors. In this study, 
only 'job is governed by appropriate rules and 
procedure' (V12) could explain job satisfaction. 
Dependents other than work motivational variables 
affect job satisfaction.
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Table 22 Employees' and management's perceptions of work 
motivation factors importance by mean score order
Variable Mean Mean Mean order Mea
(E) (M) (E) (M)
VI 4.02 4.10** 6 5
V2 4.08* 3.95***** 5 9
V3 3.93 3.98**** 11 8
V4 4.09 4.24 4 2
V5 3.84 ** 4.10** 15 5
V6 3.96 3.80 10 12
V7 3.84 ** 3.83****** 15 11
V8 4.01 4.19 7 3
V9 3.98 3.83****** 9 11
VIO 3.92 4.CO*** 12 7
Vll 4.08* 4.00*** 5 7
V12 3.99 3.98**** 8 8
V13 4.15 4.14* 3 4
V14 4.24 4.14* 2 4
V15 4.32 4.31 1 1
V16 3.87 3,95***** 14 9
V17 3.82 *** 4.05 16 6
V18 3.66 3.67 17 13
VI9 3.82 *** 3.90 16 10
V20 3.90 4.00*** 13 7
E=Employee *UV11=UV2, **UV7=UV5, ***UV17=UV19 
M=Management *UV14=UV13, **UV1=UV5, ***UV11=UV10=UV20, 
****UV3=UV12, *****UV2=UV16, ******UV7=UV9
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RECOMMENDATION FOR FURTHER RESEARCH
If a similar study is conducted, following suggestions
are recommended to be taken into consideration:
1) The research is delimited to five locally owned 
hotels that have no affiliation with 
internationally managed hotels. It would be 
desirable to undertake similar studies in order to 
evaluate employees and management in other types 
of hotel ownership such as joint-ventures and 
international chain hotels.
2) Survey instruments are better administered by the 
researcher or a trained interviewer instead of 
hotel personnel so that potential biases in sample 
selection of hotel employees would be less likely.
3) Collinearity of independent variables and 
instrument reliability of exploratory study should 
be considered.
4) This study places an emphasis on content theory.
Other work motivation theory such as process 
theory should be explored in further study to 
overcome limitations in using only content theory.
5) In this study, job satisfaction was partially 
explained by work motivation factors. What 
constitutes job satisfaction other than motivation 
factors? Does job satisfaction relate to turnover 
rate? Why do employees stay on the job? What are
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all the reasons employees leave a job? A further 
and broader study on the above proposed questions 
for Taiwan international tourist hotels will 
assist in management efforts to increase the 
employee retention rate, thus maximizing the 
hotel's human resources potential.
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RESULTS OF EXPLORATORY STUDY
TTL#of TTL # of Responses
Distribtion. Respdnts Agree % Avg (%)
(M=35, E=56)(M=26, E==44) M E M E
WORK MOTIVATION ATTRIBUTES
1 appreciation of work done by supervisor 91 70 23 43 88 98 93
2 feeling of being in on things 91 70 25 35 96 80 88
3 sympathetic help with personal problems 91 70 20 37 77 84 81
from supervisor and employer
4 job security 91 70 24 35 92 80 86
5 good wages and benefits 91 70 25 35 96 80 88
6 interesting work 91 70 21 33 81 75 78
7 promotion and growth within the company 91 70 23 30 88 68 78
8 personal loyalty to employees 91 70 20 31 77 70 74
9 good working conditions 91 70 23 36 88 82 85
10 tactful discipline 91 70 22 32 85 73 79
11 responsibility 91 70 21 30 81 68 74
12 job is governed by appropriate rules and 91 70 22 35 85 80 82
procedure
13 competent supervisor 91 70 25 43 96 98 97
14 good interpersonal working relationship 91 70 22 37 85 84 84
with supervisor
15 good interpersonal workign relationship 91 70 24 39 92 89 90
with peer group
16 job achievement 91 70 22 30 85 68 76
17 opportunity for independent thought and 91 70 21 32 81 73 77
action in the job
18 involvement in planning and decisions that 91 70 19 26 73 59 66
affect the job
19 feedback on job performance 91 70 24 39 92 89 90
20 clear goals and objectives 91 70 23 33 88 75 82
APPENDIX B
The following items have been identified as work motivation factors of employees in 
America. Do you agree these will also be work motivation factors as you perceive? 
Please read through all the following items, and place an "X" before each number if  you 
agree.
1 Full appreciation of work done by supervisor
2 Feeling of being in on things
3 Sympathetic help with personal problems from supervisor and employer
5 Good wages and benefits
6 Interesting work
7 Promotion and growth within the company
8 Personal loyalty to employees
9 Good working conditions
10 Tactful discipline
11 Responsibility
12 Job is governed by appropriate rules and procedure
13 Competent supervisor
14 Good interpersonal working relationship with supervisor
15 Good interpersonal working relationship with peer group
16 Job achievement
17 Opportunity for independent thought and action in the job
18 Involvement in planning and decisions that affect the job
19 Feedback on job performance
20 Clear goals and objectives
104
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Please state if  there is anything that you think is/are work motivation factors(s), which 
is/are not included in the above list. (Please check the box if there is none).
[ ] NO
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APPEN D IX  C
QUESTIONNAIRE E (FOR FRONT LINE SERVERS) 
PARTI
To what extent would you agree with the inçortance of the following work motivation 
fectors on a scale of 1 to 5, 1 denoting strongly disagree (SD), 2 denoting disagree (D), 3 
denoting neutral (N) neither agree or disagree, 4 denoting agree (A) and 5 denoting 
strongly agree (SA). Please circle the appropriate number that indicates your feelings.
1 Full appreciation of work done 
by supervisor
SD D 
1 2
N
3
A
4
SA
5
2 Feeling of being in on things 1 2 3 4 5
3 Sympathetic help with personal 
problems from supervisor and 
employer
1 2 3 4 5
4 Job security I 2 3 4 4
5 Good wages and benefits 1 2 3 4 5
6 Interesting work 1 2 3 4 5
7 Promotion and growth within 
the company
1 2 3 4 5
8 Personal loyalty to employees 1 2 3 4 5
9 Good working conditions 1 2 3 4 5
10 Tactfrd discipline 1 2 3 4 5
11 Responsibility 1 2 3 4 5
12 Job is governed by appropriate 
rules and procedure
1 2 3 4 5
13 Competent supervisor 1 2 3 4 5
14 Good interpersonal working 1 2 3 4 5
relationship with supervisor
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15 Good interpersonal working 
relationship with peer group
16 Job achievement
17 Opportunity for independent 
thought and action in the job
18 Involvement in planning and 
decisions that affect the job
19 Feedback on job performance
20 Clear goals and objectives
21 To what extent would you agree 
you achieve your overall job 
satisfaction
SD D N
2 3
A SA 
4 5
4
PART I I  DEMOGRAPHIC DATA
Please mark an appropriate category for each of the following question.
22. Age
[ ] 1 20 and under
[ ] 2 21-25
[ ] 3 26-30
[ ] 4 31-35
[ ] 5 36 and above
24. Number of years w ’ 'ng 
in this hotel 
] 1 less than 1 year ] 2 1-2 
] 3 3-4 
] 4 5-6
] 5 more than 6 years
23. Education 
[ ] 1 Junior high school
[ ] 2 Vocational high school or high school
[ ] 3 College
[ ] 4 University
[ ] 5 Others (Please state______________)
25. Gender
[ ] 1 male
[ ] 2 female
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QUESTIONNAIRE M (FOR MANAGEMENT) 
PARTI
To what extent would you agree with the importance of the following work motivation 
frctors. Please judge the factors from the perspective of your front line servers in the 
Food and Beverage Department. Please use a scale of 1 denoting strongly disagree 
(SD), 2 denoting disagree (D), 3 denoting neutral (N) neither disagree or agree, 4 
denoting agree (A) and 5 denoting strongly agree (SA). Please circle the appropriate 
number that indicates your feelings.
SD D N X SÂ
1 Full appreciation of work done 1 2 3 4 5
by supervisor
2 Feeling of being in on things 1 2 3 4 5
3 Sympatlietic help with personal 1 2 3 4 5
problems from supervisor and
employer
4 Job security 1 2 3 4 4
5 Good wages and benefits 1 2 3 4 5
6 Interesting work 1 2 3 4 5
7 Promotion and growth within 1 2 3 4 5
the company
8 Personal loyalty to employees 1 2 3 4 5
9 Good working conditions 1 2 3 4 5
10 Tactful discipline 1 2 3 4 5
11 Responsibility 1 2 3 4 5
12 Job is governed by appropriate 1 2 3 4 5
rules and procedure
13 Competent supervisor
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Reproduced with permission of the copyright owner. Further reproduction prohibited without permission.
109
14 Good interpersonal working 
relationship with supervisor
15 Good interpersonal working 
relationship with peer group
16 Job achievement
17 Opportunity for independent 
thought and action in the job
18 Involvement in planning and 
decisions that affect the job
19 Feedback on job performance
20 Clear goals and objectives
21 To what extent would you agree 
you achieve your overall job 
satisfaction
SD D N A SA
2 3 4 5
PARTE DEMOGRAPHIC DATA
Please mark an appropriate category for each of the following question.
22. Age
[ ] 1 30 and under
[ ] 2 31-35
[ ] 3 36-40
[ ] 4 41-45
[ ] 5 45 and above
24. Niunber of years working 
in this hotel 
[ ] 1 less than 1 year
[ ] 2 1-3
[ ] 3 4-6
[ ] 4 7-9
[ ] 5 more than 9 years
23. Education
] 1 Vocational high school or high school 
] 2 College
] 3 University
] 4 Grade School
] 5 Others (Please state______________)
25. Gender
[ j i male
[ ] 2 female
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APPENDIX G
Name
Title
Hotel Sample consent form and sampling instructions
March 02, 1995 
Dear sir,
I am currently a graduate student majoring in Hotel Administration at the 
University of Nevada. Las Vegas. I am conducting an anonymous questionnaire survey in 
order to evaluate the possible discrepancies in perception of work motivational factor 
importance between management and employees. This thesis project is the final fulfillment 
of my graduate study.
By identifying and analyzing the data derived fi'om the project, a better 
imderstanding of your employees' motivation may be achieved. Further more, the results 
of the study may serve as an useful tool to help management increase employee retention 
rate. Thus, the cost of hotel operations will be reduced. A copy of the completed subject 
study will be forwarded to your office in appreciation for your participation.
An information contained in the questionnaire will be kept confidential. It should 
take approximately 2-5 minutes to complete the questionnaire. Your assistance is crucial 
to this study. I am grateful for the participation of you and your employees.
If  you have any questions regarding this study, please contact me at the following 
address and phone numbers:
No. 85, Hong-Chou S. Rd.
Section 1, Taipei, Taiwan 
Tel/Fax: 321-3026
Attached are a survey consent form and sampling instruction. For our mutual 
records, please sign a consent form on the next page and it will be collected with survey 
instmments. Thank you again for your time and participation.
Sincerely
Pearl Lin
Enclosures: 1) consent form and sampling instructions 
2) questionnaire E and M
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Consent Form
On behalf of the Hotel, I ____________________
(Position:_____________________ ), agree to participate in the study regarding the
importance of work motivational factors between management and employees.
(Printed Name)
(Signature)
(Date)
Sampling Instructions
In order to gather effective data for this study, your help is crucial Please follow 
the instructions carellilly. Your cooperation is highly appreciated.
Instruction for Questioimaire E
Please distribute Questioimaire E to front line servers randomly in both Chinese 
and western restaurants in your hotel.
Instruction for Questionnaire M
1) Please distribute Questionnaire M  to the head of food and beverage 
department, managers and assistant managers and the shift supervisors of Chinese and 
western restaurants in your hotel.
2) The management members are required to answer question 1-21 from the 
perceptive of the front line servers in food and beverage department, do not indicate their 
own perceptions.
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